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ABSTRACT 
 
 
The Hong Kong Housing Authority (HA), a statutory body, provides an 
accommodation for more than half of the total population in Hong Kong. The Hong 
Kong Housing Department (HD) is a branch of the HA and is responsible for the 
management of a portfolio of public rental housing (PRH) in Hong Kong. Under the 
pressure of providing a better living environment for the tenants and the increase in 
external forces in improving its efficiency and effectiveness, the HD has launched a 
privatisation scheme to contract out the daily management works of PRHs to private 
management contractors in 1996. The Executive Council endorsed the privatisation 
plan of HD in January 2000. This paper tries to assess the quality of services provided 
by HD and private management contractors by adopting a Total Quality Management 
(TQM) approach.  
 
The objective is achieved by using tenant’s survey and interviews. Result from 
these analysis show that the performance of private management contractors might 
not provide a better services than HD. It is no doubt that the performance of them is 
satisfactory and, to certain extent, they are more cost effective. However, it does not 
imply that their services are far better than HD. Recommendations are then made to 
help to review the effectiveness of implementing outsourcing and how to improve the 
pace and process of it.
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Introduction 
 
1.1  Background  
Initiated by a serious fire in 1953 in Shek Kip Mei squatter area, public housing 
was introduced. It marked the beginning of development of public rental housing and 
other fringe schemes. After a long history of development, nowadays, nearly more 
than half of the Hong Kong population is living in the public housing estates.1 Owing 
to the importance of the public housing, the quality of it is a hot debate topic. The 
quality of public rental housing can be ranged from building quality to management 
quality. In this paper, the latter one would be deeply analyzed.  
 
For several years the Housing Authority (HA) has been striving to enhance the 
quality of the housing it produces. The events of the past few years, namely a series of 
short piling and other related events have diminished these efforts, undermined public 
confidence and cast a shadow over the performance of the constriction industry. 
Complaints of shoddy workmanship in the finish of residential flats, both public and 
private are not new. However, the increasing frequency and intensity of complaints 
are clear signs that, with greater prosperity and better education, the community’s 
aspirations have moved rapidly forward and left the industry behind. That in itself is a 
                                                 
1 As stated by Housing Authority in 2002 statistical result, about 50.1% of total population in Hong 
Kong lived in public rental housing. 
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matter of concern, but it pales beside the series of deficiencies to piling works 
discovered in both private and public developments. 
 
Winston Churchill seems an unlikely source for inspiration in the field of 
managing buildings – “ We shape our buildings, thereafter they shape us” which states 
the new era of property management and its importance.  
 
1.2   Functions of Housing Authority (HA) 
 The Housing Authority (HA) was established as a statutory body in April 1973 
under the Housing Ordinance. Within the Government's overall housing policy 
framework, the HA’s role is to determine and implement public housing programmes. 
The major duty of it is to plan and build public housing. It also needs to manage its 
own PRHs, interim housing estates, transit centers, flatted factories and ancillary 
commercial and non-domestic facilities, like the shopping arcades, market stalls and 
car parks. Other than mentioned duties, it is also responsible for clearing land and 
preventing squatting. In order to relieve both financial burden and increasing 
workload, HA tries to assists those low-income families to buy their own flat. That’s 
why there is Home Ownership Scheme. To further shifting its duties, it implements a 
progressive outsourcing scheme to gradually step out from the field of managing 
property.  
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1.3  The Development of Outsourcing 
Change of social perceptions, unfavorable news and the decreasing of service 
quality pinpoint the weakness of the services provided by the Housing Department 
(HD). The HKHA presented a comprehensive programme of reform under the 
umbrella title: “ Management Enhancement Programme”. The reforms embrace not 
only changes to policy, such as privatization initiatives, but also to organization and to 
culture. Under the heading of policy, the Housing Authority has for some time been 
concerned that while there are many people who need the community’s assistance in 
housing, quite a few in public housing no longer need it and should be persuaded to 
make way for those who do. The outsourcing policy implemented by HA has several 
stages and areas of concern.  
 
According to the Long Term Housing Strategy (LTHS) announced in April 1987, 
major emphases are being put on privatization with two specific objectives. One is to 
increase the opportunities for assisted home purchase through fully utilizing private 
housing resources. Home Purchase Loan Scheme (HPLS) was put into practice to 
fulfill the objective. The introduction of HPLS represents the Hong Kong 
Government’s new effort of enhancing private home ownership. The implication is 
that the Government tried to intensify the trend of privatization in the housing 
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services. Later on, HA began to contract out various areas of management, such as 
shopping centers and car parks, to property management agents. And those agents 
become the private contractors to take the responsibility of looking after the physical 
assets and providing services to the users and occupants. 
 
To limit the growth of staff within HD and to enhance the property management 
service quality, some PRHs were experimented by contracting out their property 
management services in 1996. The contractors are responsible for all day-to-day 
management services, for instance, cleansing, security and maintenance. Their 
performance will be closely monitored by HD and Estate Management Advisory 
Committees. Due to the satisfactory results, which have been claimed by those 
committees, an extension of the scheme was launched and spread the ideas to other 
newly developed PRH. Up till now, most PRHs are managed by private contractors 
while HD only retains some for themselves. 
 
1.4  Research Problem - Property Management Problem of Public Housing 
Although the government puts substantial resources in providing and managing 
PRH, it does not seem that the amount of inputs is equal to the amount of output. The 
poor performance of property management in PRH is widely known. The quality of 
housing is still poor. Apart from the short piling surges, there are maintenance, 
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hygiene and security problems in PRH.  
 
Regarding security, a number of crimes are linked with PRH, for example drug 
dealing and gambling. In the aspect of hygiene, cleansing is not enough. The main 
lobbies always have bad smell and are full of garbage. As far as maintenance is 
concerned, extremely slow response is a matter of fact. Many complaints have been 
made by occupants throughout years but the official organization has paid no attention 
on them until it tried to reform itself few years ago. The turning point seemed to be 
appeared. 
 
1.5  Hypothesis  
In this study, it would take those similar PRHs to compare. Some are under the 
operation of in-house team and others are operated by private companies. Only 
similar type of housing estates would only be taken into account. It is because 
different types of housing would provide difficulties in making comparison. To 
minimize the difference, it is an essential step to choose pairs of suitable comparables. 
Thus, by adopting this approach, only subjective assessment can only be applied. 
 
1.6  Goals and Objectives 
As an intrinsic desire, people are always pursuing for quality. As society develops 
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and gets wealthier, people have begun to pay more attention on the quality of their 
living. In this Chinese dominated city, clothing, living, transportation and dining 
would be the four major issues that they concern most. On the contrary, problems of 
PRH have increased in the past decade. Their confidence in PRH has fallen to the 
lowest level. The introduction of outsourcing seems to be one of the improvements 
and innovative steps that the Housing Authority has been taken. Although the 
implementation of outsourcing is a good starting point, the outcome would be 
questionable. It provides an opportunity to do further researches. This is the scope of 
this paper, to investigate and assess the quality of property management adopted by 
the Housing Authority and private contractors after implementing outsourcing in PRH. 
The objectives can be summarized as follows: 
1. To gain understanding of the concepts of outsourcing of public services; 
2. To review the development of outsourcing of public services in Hong Kong, 
especially the outsourcing scheme in PRH; 
3. To have an overview of property management in PRH. 
4. To evaluate the ideas of outsourcing; 
5. To assess the quality of property management between public and private parties; 
6. To make suggestions on the future development or trend in outsourcing. 
 
1.7  Methodology 
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In this paper, three methods for achieving the above objectives will be discussed. 
The first one is to exanimate the overall current situations on quality management of 
PRH by HKHA. Various literatures about property management, quality, outsourcing 
and Total Quality Management would be reviewed and cross-examined. Journal, 
newspaper, articles and magazines would be the sources. 
Tenants of PRH would be the ones who know what the actual situation of quality 
management level is. It is because they enjoy the services everyday and they should 
have their own opinions regarding quality management. Although they are not 
specialized in that area, they are the services target group. Their comments and 
opinions are the essential components to evaluate the performance quality of property 
management in PRH in Hong Kong. Thus, a qualitative approach is used.  
Questionnaires would be distributed to gather the information and find out the general 
perceptions from tenants/ occupants. 
 
On the other hand, interviews are done at the same time. Solely depending on the 
opinions of the tenants gathered in the questionnaire might lead to biases. In order to 
gather more objective and wider ideas, it is a must to hear from other parties. 
Interviews were arranged to have in-depth information about the performance quality 
and interviewees’ own opinion towards the idea of outsourcing. The interviewees 
included the staff working in HKHA and private contactors, as well as the committee 
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of Incorporation of Owners instituted in the PRH. They have closer relations with the 
government body and may know more details of those management issues. The staff 
of HA would also be one of the targets. But their views may be restricted because of 
their role of representing the government.  
 
Lastly, a comparison of two estates, one run by private contractors and another by 
HD, is done to assess the spending and management objectives between them. It is 
hoped that the result of the comparison may show whether it is more cost effective by 
carrying out outsourcing scheme in PRH provided.  
 
1.8  Chapter Outlines 
This paper is consisted of seven chapters totally. Chapter one gives an 
introduction to the whole paper, general background of HKHA and overall objectives 
of the paper. The methodology to be used in achieving the objectives and the 
significant of the study are explicitly stated.  
 
Chapter two is the first part of the literature review on property management. 
Since there are many different interpretations on this topic, it is necessary to introduce 
the concepts and principles of property management, as well as summarize the ideas 
that are suitable for the Hong Kong case.  
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Chapter three is the second part of the literature review. In this chapter, the 
background and the fundamental concept of outsourcing are introduced. After that the 
pros and cons of outsourcing are mentioned.  
 
Chapter four is the final part of literature review. It describes the concept of Total 
Quality Management and how it can be suited into the case of property management 
quality in PRH after the introduction of outsourcing. It provides a study skeleton on 
evaluating the quality standard of property management.  
 
Chapter five is methodology. It states the rationales of using questionnaire and 
interview. In the part of questionnaire, the structure of it and the target group of 
interviewees are discussed. Details on how to conduct the interview and the rationales 
behind the conduction of interview are explained in this paper. 
 
Chapter six is data analysis. The interpretation and analysis of the data collected 
from interview and questionnaire would be discussed and the details of data would be 
presented in graphical format. 
 
A conclusion of the paper would be done in chapter seven. There are also some 
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recommendations. No comprehensive method can be used in the field of research, so 
in this chapter, limitations of the study and areas for further research are suggested at 
the end.
The Concept of Property Management  Chapter Two 
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The Concept of Property Management 
 
2.1 Definition of Property Management 
 There are thousands of interpretations about property management. Some may 
think about the caring of the physical building only. Some may treat it as building 
maintenance. In fact, property management was originated from England in the 
mid-nineteenth century, with an aim to improve the housing conditions in slum areas. 
After a long time development, it has changed the concentration from slum areas to 
nearly all kinds of property. The scope of it is also expanding in the meanwhile.  
 
 Property management is not like estate management although they developed 
around the same period. They have their own characteristics. Property management 
should be superior to estate management as stated in some literature based on the 
following reasons. Estate management, according the definition of Deakin (1999), it 
should be treated as static, inert, reactive, unresponsive and partial while property 
management is dynamic, active, pro-active, responsive and comprehensive. Thus, 
property management covers more aspects and can adapt to a fast changing 
environment under Deakin’s interpretation. 
 
 Housing can be generally divided into two main categories, one is public and 
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another is private. The Institute of Housing, a group of professionals in property 
management, gives a definition of property management that management of housing 
property should provide primarily as a service to the community or some part of it, 
but not to exclude property owned for profit, and the giving of advice on the extent, 
nature and location of housing accommodation required in particular areas and on the 
management aspects of design and layout. In other words, the Institute not only pays 
emphasis on public housing, but also private housing. It points out the housing service 
or the function of property management on a social perspective and cares about both 
interests of owner and occupants. 
 
 Macey (1978) says property management is an application of skill in caring for 
the property, its surroundings and amenities, as well as developing a sound 
relationship between landlord and tenant and between tenant and tenant. The estates 
can then give the fullest value to both landlord and tenants. According to Macey, 
housing is not restricted to a physical property itself but covers also its surrounding 
and amenities. Property management should also consider the physical living 
environment and relationship of people. 
 
Property Management, just like other economic activities, is a rational process 
whereby means are related. Although it comprises a multitude of factors many of 
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which cannot be measured, it follows a logic that is capable of analysis and from 
which principles may be deducted. Thus it may be defined as: the direction and 
supervision of an interest in landed property with the aim of securing the optimum 
return; this return need not always be financial, but may be another goal or group of 
goals (Thorncroft, 1965). Thorncroft concerns the return of the property management 
that can bring to both owners and occupiers in monetary and non-monetary terms. He 
thinks that property management is a kind of value-added service.  
 
Downs (1991) mentions that property management is a profession. He gives 
suggestions to the property owner and helps him to fulfil the objectives so that the 
owner may have proper returns and minimize the cost incurred in running the property. 
Down’s idea only considers the interests of the owner and neglects the occupier’s. 
However, under the recent trend, the property management should adopt a 
customer-oriented approach instead of solely focus on owner. 
 
In Kyle’s book (2000), he adopts different approaches to manage different 
buildings, e.g. residential, commercial, and special-purpose properties and so on. He 
thinks property management should be tailor-made services. Different properties have 
their own features and should adopt different methods to manage. In his earlier book 
published in 1979, Kyle suggests that professional property management involves 
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structures built on real property that are not intrinsic to the operation of a business or 
industry.  
 
 Property management of public rental housing can be divided into two major 
services. They are rental management and real estate management. For rental 
management, the organization needs to use as few resources as possible to provide the 
rent receiving services and administration. In addition, the rent level should be 
reviewed regularly and should not create any dissatisfaction for either owner or 
occupiers. That means the success of a good property management should consider 
the rental aspect together with the caring of physical building and the relationships 
between different parties. 
 
 Nevertheless, property management services have not been given any universally 
accepted definition, but it is a common term in people’s minds. Nowadays property 
management aims primarily to provide owners and tenants with a pleasant and 
comfortable living environment and to maintain the common parts of the buildings 
properly to ensure safety for owners, tenants and the public. 
 
 Loo (1991) shows his another view on property management. Loo thinks that 
property management is a mixture and interaction of human activities in solving the 
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problem arises from the use or occupation of premises for various mixed purposes. 
The main aims of property management, according to the book, are as follows: 
 
? To establish efficient management, set up standards, minimize cost; 
? To ensure quality services are provided and to minimize breakdowns; 
? To maximize net rental income from investment property; and  
? To maximize good public relations with the various parties concerned in the 
management, e.g. tenants and owners. 
 
The following part will further illustrate the above points. Efficient management can 
be defined as the use of minimal input to produce a maximum output. To maintain a 
good reputation, a good public relation makes the policy generated by the property 
management easier to carry out. Its importance can also be reflected by the 
satisfaction of the service users. Without money or funding, both public organizations 
and property companies cannot do much to enhance the environment, or even more 
they may not be able to satisfy the basic requirements. Thus, it is necessary to get the 
balance of income and expenditure to avoid serious deficit. On the other hand, the 
ultimate reason for seeking a property management company to manage the property 
is to hope for a quality services provided and make the living environment more 
pleasant to live in. The relationship is always neglected in property management. The 
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companies seldom develop a close relationship with tenants or occupants in reality. 
The enhancement of maximizing good public relations with various parties is a good 
approach to get the agreement from tenants or occupants.  
 
Thorncroft (1965) suggests some principles of property management that are the 
major considerations, which should guide the decision. It is possible to group the 
main decisions in property management in five classes according to whether the 
decision is associated with: 
 
? The acquisition of property 
? The conservation or preservation of the estate 
? The development of the estate by introducing capital and carrying out works 
? The exploitation of the estate by running down or wasting its assets 
? The sale of the estate and the realization of its assets 
 
In fact, it is easy to notice that HA has been doing some of the principles suggested by 
Thorncroft. For example, the launching of Home Ownership Scheme fulfills the last 
point. 
 
 However, conversely, Edington (1997) notices that the property sector has 
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traditionally regarded the large investors or developers as customer. People in the 
property field have never viewed about the tenants or occupants in the buildings as are 
the real customers. In the past, the focus was solely concentrated on maximizing 
profit for the investors, so in return, they had been trying to make complicated, long 
and less friendly leases to their tenants to get a higher profit margin. It can be said that 
the investors or owner are superior to the tenants and this relations has continued for a 
very long period of time since a favourable economic environment.  
 
 In Hong Kong, PRH are all provided by Housing Authority and the management 
responsibility is taken by Housing Department (HD), which is a working partner of 
Housing Authority. PRH management undertaken by the HD covers two main areas: 
property management and tenancy management. Property management involves the 
provision of management and maintenance services while tenancy management 
includes the enforcement of the Housing Ordinance, tenancy agreements, and the 
implementation of housing policies. In this paper, only the property management 
issues are concerned and studied.  
 
2.2 Quality of Property Management 
Quality is intangible and thus difficult to define. The idea of quality starts when 
the product or service is being used or delivered. Each person has his own thought 
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about the meaning of quality, so many different interpretations appear. People in 
different positions have different points of view. Some suggest that quality can only 
be defined in terms of the agent. But this idea is quite subjective in nature owing to 
the connection with emotional connotation.  
  
Quality is by no means a modern invention: quality has always been important to 
human survival and progress. Quality management is with great importance in both 
construction and property management in real estate market. The former provides a 
safe place for residents and the latter provides a pleasant environment for living in. In 
recent years, quality management is gaining the popularity in all aspects on life. The 
development of International Organization for Standardization (ISO) is the best proof. 
It develops and updates the certificates over time in order to keep a close touch with 
the dynamic world. As Griffith (1990) mentions, in BS 4778, a quality management 
system can be defined as, “ the organization structure, responsibilities, activities, 
resources and events that together provide organized procedure and methods of 
implementation to ensure the capability of the organization to meet quality 
requirements.” In other words, the organization should provide a quality property 
management services by having proper organizational arrangements.  
 
 Quality management of public housing began in the mid-1980s. According to the 
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HA , it has planned to adopt quality management measures in both construction and 
property management services. One was that in the 1980s, the Housing Authority 
started to think that tenants of public housing should have the right to enjoy 
apartments with reasonable quality. However, it only paid much emphasis on the 
construction side only.  
 
 A great number of studies of quality management in housing can be found 
ranging from those emphasis the importance of quality characteristics on tenants 
(Donnelly and Shiu, 1999; Holm, 2000) to those which compare the performance of 
public and private managed housing (Li and Siu, 2001).  
 
 McDowell (2001) also mentions the quality problem happened in the HUD of the 
US because of a lack of suitable monitoring system and bureaucratic structure. After 
the evaluation done by professionals, they conclude the points below as a reference 
for improving the situation, which shows those professionals might agree those would 
be indicators of quality property management.  
? Modify the current system to make it more accurate, complete, workable, 
and acceptable to the industry.  
? Make urgent operational improvements to refine the performance 
measurements being used, improve the electronic communications systems 
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that are relied on for critical reporting functions, improve staff capabilities 
that housing providers rely on for help, and make the appeals process more 
readily available, fair, and responsive.  
? Make longer-term systemic improvements to increase flexibility, reduce 
administrative and data burdens, manage PRHs through performance 
contracts, and take advantage of opportunities for greater use of 
outcome-oriented techniques for enhancing housing quality.  
? Improve governance of the system by establishing an independent body 
consists of committee members of the government, using effective 
consultation in rulemaking, involving residents and housing providers in 
making the assessments of housing facilities and the performance of public 
and private landlords, and meeting regularly with residents.  
 Quality Management is with great importance in all industries. Its idea can be 
introduced in property management. By doing so, the quality of property services can 
be maintained and monitored. Rowlinson and Walker (1995) in their book mention 
five principles of management in construction project. Their ideas can be applied in 
property management at the same time. The principles are planning, controlling, 
directing, monitoring and feedback. In the past few decades, quality management has 
been receiving worldwide concern and the merging of both ideas would benefit the 
property management industry and all stakeholders. 
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2.3 Property Management in PRH 
 The management of subsidized housing is different from the management of 
other types of properties. Judith (1996) claims that the management of PRH is a 
combination of physical and social needs. It is always regarded as “holistic” approach. 
He wants to emphasis on the social aspects of the management of PRH. Due to the 
different social situations in different society, the management of PRH should be 
tailor-made to fit the local needs. The history of PRH in Hong Kong is not long which 
is only about sixty years and after the fire in Shek Kip Mei. There is no intention of 
the government to provide PRH. The social desire towards PRH is changing and the 
public starts to ask for more and more than before. The management of PRH should 
cope with people’s wants and requirements. 
 
 Evans (1998) clearly points out that the major problem of PRH property 
management is bureaucracy in the departments. Bureaucracy not only leads to the 
poor quality of property management, but also the complexity of network on 
everything from leasing and reporting to unit repair and turnover. The complexity 
would bother the tenants in PRH and bureaucracy would be used as an excuse to 
escape responsibility and slow process of work. This drawback has been commented 
by the public or representatives from different parties for a long long time.  
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 In society, there are always conflicts of interests among different groups, like 
between the government and the public, rich and poor and so on. Just like the general 
conflicts, PRH always bring many arguments including the screening system on 
tenants and the priority treatment on some special cases in arranging the placement of 
PRH. The conflicts arise because, inevitably, some groups may fall outside the scope 
and some may feel that they are treated unfairly. It is no way to avoid the happening 
of unfair situations, but the only solution is to minimize the occurrence. 
 
 In addition to the stated problems, the management of PRH often deemed to cost 
more than the management of private properties. One of the possibilities is that the 
tenants are not the owners of those properties. They would not have incentives to 
maintain the physical buildings and other public facilities. The depreciation rate is 
high and the maintenance goes up at the same time. Moreover, as one of the 
interviewees, Mr. Chan states that the government would try to build up a positive 
image in providing a comfortable environment for tenants and hope the private would 
follow. So, the government would see as her priorities to keep the building in good 
living conditions instead of leaving idle. The running cost would be higher than the 
private if the government takes this approach. 
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 Concerning the key to success in managing PRH, Downs (1991) believes that it 
lies in the ability of property managers and staff to balance the interests of each 
individual stakeholder to minimize any conflicts of interests. A balanced budget 
would also be needed to keep sufficient money to operate and offer the services. 
 
2.4 Chapter Summary 
Property management should consider the social, economic, and political aspects 
in dynamic society, especially in fast-moving pace cities, like Hong Kong. On the 
other hand, quality of services is also the next important aspect that needs to be 
considered. Physical property and different parties relationships are the core services 
of property management although the importance of other factors as stated should not 
be neglected. The unique nature of PRH contributes a different approach of 
management and several factors should be paid more attention on. The problems of 
managing PRH lead to the idea of outsourcing and the idea of outsourcing would be 
explained later. 
The Concept of Outsourcing       Chapter Three 
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The Concept of Outsourcing 
 
3.1 Definition of Outsourcing 
 After the introduction of the ideas of property management, we might have to 
know the reasons behind the implementation of outsourcing in public rental housing 
in a global viewpoint and analyze the case in Hong Kong. Hong Kong is renowned for 
its laissez-faire policy where the government’s philosophy is more like ‘positive 
non-interventionism’. Hong Kong Government has started adopting different 
privatization schemes since 1980s through the so-called ‘Public Sector Reform’, i.e. 
Hospital Authority and Hong Kong Post. The reform programme aims at improving 
the long-term productivity in public sector and at the same time better service may be 
provided to the community. Together with making better and wider use of private 
sector management concepts and techniques in the Government, the Reform 
objectives are outlined.2  
 
 Over the decades, the HA has been tapping private sector resources to 
supplement in-house staff in carrying out its works in order to cope with the 
ever-changing society. On the management of PRH, the HA has been contracting out 
few services areas such as cleansing and security to private sector since 1980s. In the 
                                                 
2 Quoted from Efficiency Unit in the General Circular 2/92, 12 May 1992, p.1 by the Hong Kong 
Government in Public Sector Reform Critical Issues and Perspectives.  
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area of property management, private contractors or agencies are awarded the 
contracts. The term outsourcing has broad interpretations by scholars and politicians 
as stated in their research interests and policy contexts. Some of them are relevant to 
the discussion about public housing management outsourcing. Basically, contracting 
out is both part of and wider than the issue of privatization. Whilst privatization is 
primarily a questions of transferring the ownership from public to private, contracting 
out focuses more on the question of “Who manages?” as regards areas like refuse 
collection, cleansing and maintenance works. They are the most popular tasks to 
contract-out.  
 
 In accordance with Savas’ ideas (1987, 2000), the outsourcing issues in Britain 
that there may be possibility for both public and private sides to co-operate with each 
other and achieve the idea of outsourcing, which is minimizing cost.  
 
 Outsourcing is a matter of degree. There are two extremes in this spectrum. One 
is completely outsourcing and another is partial outsourcing. The case of government 
outsourcing is the latter one. That means government might continue the financing the 
services, but not doing any operation work. The Government in Hong Kong is taking 
the same token. She simply dilutes her duties, control and accountability. However, 
theoretically, total elimination of the burden can only be the case. Under the cultural 
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effect, it may not be as simple as those planners think. In addition, being a selection of 
an appropriate form and contractor, she can still control the desired impact on 
resource allocation and activities done by owners, tenants and contractors. The total 
withdrawal of the government in property management services in PRHs might not be 
a simple task.   
 
 While contracting out of services was a widespread practice in the 1980s, 
outsourcing was perceived by some as a severe threat to the existence of the public 
sector. However, Reuvid (2002) states that outsourcing does not necessary bring 
merits. He thinks that there are number of underlying disadvantages. For example, an 
avoidance culture and unleveled playing field, etc. would be developed. 
 
 Critics of state-owned enterprise generally view them as inefficient. Therefore, 
advocates of ‘privatization’ policies by Hartley (1990) argues that ‘contracting out is 
seen as to improve the operating efficiency and cost effectiveness of the services 
provided. They also claim that contracting out is particularly suitable in circumstances 
where the government wishes to control the characteristics of the service or product to 
be provided, or where provision is to be financed through government subsidies”. 
Clearly, Hartley supports the idea of outsourcing and thinks it is a good way to keep 
the services in control in government’s hand but with less responsibility. 
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 To decide whether to contract particular functions out, it is necessary to know 
what core and non-core business an organization deals with. Core business or core 
competencies are the main services that an organization provides for its clients. So, 
the non-core business is not critical to the long-term competitive advantages of the 
organization. The contracting out of non-core business will not affect the running of 
business. It is important that the organization can identify them before contracting out.  
 
 In the sense of outsourcing, Lawes (1995) suggests that the services most likely 
contracted out are ones that are highly specialized, involve substantial economies of 
scale, are relatively invisible to clients, and do not involve sensitive or proprietary 
knowledge. Other economists surmise that contracting out of activities which are 
non-core, like the laundry services for public hospitals may offer considerable 
potential for cost-cutting (Domberger and Piggott, 1987).  
 
 In the case of Hong Kong, after the financial turmoil happened in 1997, its 
economy was greatly suffered, e.g. the sharply hit on property market and stock 
market. The income generated from public was dramatically reduced. The financial 
expenses of the government should be adjusted to a reasonable level instead of 
spending money blindly. The pace of outsourcing has increased since that time 
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onwards. 
 
 Apart from public sector, many private corporations start reducing staff and hire 
outside company to assist their operation in order to reduce running cost and other 
related transaction costs. Take the same concept on property management field, it can 
still maintain daily operation and remain responsive to tenants needs at a lower cost 
through outsourcing. 
 
3.2 Reasons of outsourcing 
 Some scholars have identified three major factors accounting for the popularity 
of outsourcing. The first one is ideology and politics which includes beliefs about the 
efficacy of the public and private sectors in the provision of goods and services 
production, as well as the political perceptions towards the idea of outsourcing. Apart 
from this, financial considerations are also one of the concerns, e.g. the desire of using 
less money to obtain the same standard or better services. The following part will 
discuss these two concepts in general and then take Hong Kong public rental housing 
as an example. 
  
 The idea or concept of outsourcing will change over time. It has to be evaluated 
from time to time so that the quality and performance of the contractors can be 
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maintained and monitored. In other words, regular checking of performance of the 
contractor can ensure the quality of services provided that the evaluation system is 
comprehensive enough.  
 
3. 2. 1 Ideology and Politics 
 Government usually plays as a role of resources distributor because it collects 
taxes from the public and makes use of the revenue on all public affairs. This image 
has deeply rooted in peoples’ minds. In addition, from history, we know that after the 
Second World War, most ruined countries or cities started re-constructing themselves 
from that time onwards. Most government established an aspiration of a ‘welfare 
state’. Under the dual influence, it is believed that government should be the one who 
is generous and pleased to offer different kinds of services to society. Unfortunately, 
after a long period of economic prosperity, the government met challenges, which are 
market failure and complex bureaucratic structure. They not only create pressure to 
the operation of the government, but also a heavy financial burden on the fiscal 
budget. Therefore, some proposals are made to solve these problems in an equitable 
and efficient way. One of them, the most significant one, is outsourcing. Since the 
1970s, many critics have used outsourcing of government services as an effective 
solution to correct government failures.  
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 Beesley (1997) claims that the outsourcing strategy is only a distortion of market 
mechanism. The mood of roar to the government services performance is created by 
powerful and pervasive public sector in the 1980s. State ownership and control was 
increasingly treated as inherently inefficient, and public enterprises were criticized for 
their own productivity and low capital return. Moreover, bad news, rumors, poor 
report and low customer’s satisfaction were also some of the underlying causes to the 
introduction of outsourcing. On the other hand, the lack of market discipline in 
aspects such as capital borrowing and dealing with unions, constraints on public 
enterprises by public financial, management, accountability and other procedures, and 
ongoing political interference in the management of public enterprises hampered the 
performance of public services provided. By comparison, private sector seems doing 
the same things with less resources. The failed image of government gradually 
established in peoples’ minds.  
 
 Apart from the poor image of government, the idea of outsourcing is further 
enhanced by some policy makers. They think government should reduce its 
involvement in social services provision. George (2002) identified several own views 
on this issue. One of his views is that outsourcing promotes free-market individualism 
and greater individual choice on all public provision of both goods and services, 
which would create negative effects on individual’s working incentive owing to the 
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concept of government protection. Another point is that the increasing standard in 
public services would bring inflation to all others and place pressure in tax raising.  
 
 Some writers have highlighted that governments with a strong will on that the 
owners of the estates or properties may have a better position and a stronger sense of 
responsibility to maintain their properties. It is because under the effect of economic 
and social analysis, as well as common properties, such as PRH, which encourage the 
common owners of the properties will be encouraged to exercise their ownership 
rights in ways ignoring the effects brought to others.  
 
 A number of considerable literatures have emerged over the past decades about 
PRH provision in Hong Kong. In recent years, scholars have begun to access the 
Housing Authority’s outsourcing policy. Some may even evaluate individual schemes 
such as the one done by Li and Siu (2001). However, many of these evaluations and 
articles emphasized presentation of primary data like surveys conducted on political 
parties. 
 
3.2.2 Financial Reasons 
 Since the expenses on housing is not a heavy burden for the government and 
does not share a large part in the financial budget by comparing with education, social 
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welfare and medical services. However, after the restructuring of the HA, together 
with the repositioning of it, it has to bear the financial responsibility without the 
assistance from government. From that time onward, HA starts to consider the idea of 
outsourcing the property management services stimulated by the private sector.  
 
 The promoters of outsourcing stress the importance of fiscal considerations to 
the outsourcing of public housing in both property management term and the idea of 
sale of public rental housing. In this case, the focus would be placed on the property 
management of PRH. Before the introduction of the idea of outsourcing in Hong 
Kong, other places, like Britain, have already started this approach in order to cut 
fiscal expenditure in public housing.  
 
In Hong Kong, private firms could be hired to manage public rental housing 
estates under a Housing Authority reform aimed at containing staff growth and rising 
costs. Daily estate management such as cleaning, minor maintenance and security 
patrols would be taken over although the authority would keep the final say in 
determining tenancy contracts (Ng, 1995). But the privatization proposal appears to 
have sparked concern among estate management staff about promotion opportunities 
or job security. 
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Tenant groups also fear the authority may make it an excuse to shirk its 
responsibilities. The authority plans to try the scheme in selected new rental estates 
early next year hoping the scheme can help achieve higher efficiency at reduced costs. 
At present, 6,760 of the 133,000 Housing Department staff are responsible for 
managing the homes of 660,000 families in 200 rental estates. Staff size grew by 
about five per cent in 1999-00 while the number of rental units rose by 3.8 per cent in 
the same period. Increasing costs have forced the authority to suffer bigger losses in 
managing rental units. The authority is losing $189 per unit a month, given an average 
monthly rental of $1,012. And it predicted an accumulated deficit of $11.8 billion by 
the end of the 1999-00 financial year in managing rental estates, although it believed 
the deficits can be covered by other profit-making areas such as the sale of Home 
Ownership Scheme Housing, such estimate could not be realized, as the scheme was 
suspended by the Chief Executive when there was a collapse in property market. That 
means the deficit has to be borne by the HA. The immediate action would be adopted 
by HA is to cut the increasing amount of expenses on its services, especially property 
management in PRHs. The scheme of launching privatization matches its urgent 
needs very much and is speeded up without any delays. 
 
The scheme promoters always have positive ideas on outsourcing issue, but its 
drawbacks should not be neglected. The arguments against contracting-out are 
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summarized by Keith Hartley (1990) which are stated as follows: 
1. Private contractors offer a poor quality and unreliable service. 
2. The lowest bids policy would affect the quality of services. The contractors 
would use low bids to ‘buy-into’ attractive contracts and eliminate the ‘in-house’ 
capacity so that the public authority becomes dependent on a private monopoly. 
3. Private contractors are liable to default, bankruptcy and are less able to respond 
to emergencies. 
4. Private contractors may cut jobs, reduce wages and not provide a good working 
environment in order to cut cost. 
5. Profit is its only goal and it always be placed before people, so they may neglect 
the needs of customers. 
6. Industrial relations problems and strikes may occur. 
7. There must be the involvement of transaction cost in using the tendering system, 
even the selective tendering. It is not costless.  
8. Private industry cannot provide a competitive response to a major increase in 
demand for outside contracting. 
Hartley states that cost saving, if any, does not have a long duration and it is subject to 
the outside economic environment. It will be offset by reduction in the quality of 
services supplied. It is not a definitely good approach as suggested by the government 
and the implementation of it should be planned carefully. 
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3.3 Chapter Summary 
To conclude, taking advantage of outsourcing system and efficient resources 
allocation, organizations has also succeeded in controlling costs and achieving the 
benefits of economies of scale.  The key factor in this success has been the 
establishment of an excellent cooperative relationship with the contractors.  The 
result has been that the organizations are able to monitor effectively contractors’ 
performance and carry out close communication with them. This has led to working 
together to formulate improvement solutions for enhancing service quality and 
improving competitiveness for both parties. That is the stage the government wants to 
reach.  
 
Nevertheless, the opponents of contracting out claim that it leads to a poor 
quality and unreliable service. They believe that “public need cannot be met by 
private greed” (Hartley, 1990). The end-users would suffer if the services they are 
currently enjoying are outsourced. Although in reality, it may not be as pessimistic as 
they think. It is essential for the Housing Department to consider whether it is 
appropriate to outsource a particular function, which operates in a higher cost before 
outsourcing. Besides cost consideration, it also needs to define what its core business 
or core competencies provided for the tenants. HD has to possess particular sets of 
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skills and activities. Functions that are most likely to be contracted out are ones that 
are costly to perform by itself. It is because the major perspective of outsourcing in 
cutting cost, which is superior to maintain specialized function of it. There is no 
clear-cut delineation between outsourcing and in-house service, as the tenants still 
need in-house staff to monitor and control the services outsourced, as in the case of 
HD. 
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The Concept of Total Quality Management 
(TQM) 
 
4.1 Background 
 The term “Total Quality” was originated in the United States in the mid to late 
1950s. The first reference to the term was appeared in an article by an American. It 
was applied in mass production and Taylorism at the very beginning. Total quality is 
markedly different from anything envisaged by its American pioneers. It has moved to 
the stage of quality improvement. Now, TQM is a better stage beyond Quality 
Assurance for it extends quality thinking into every aspect of an organization’s 
activities. The control of quality and, indeed assurance of quality is two of the 
fundamental concepts to TQM, but they are not the whole pictures of TQM.  
 
One of the problems in the discussion of TQM is that there is an apparently lack 
of a general accepted description of what it actually consists of. Spencer (1994) 
provides a thorough review of the extant TQM literature arguing that different quality 
experts emphasize different aspects of it. For example Chorn (1991) describes TQM 
as a new way of thinking about the management of the organization. So, it the first 
step, it is important to know what the meaning of quality is. 
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4.2 Definition of Quality 
 Different people have different interpretations on the meaning of quality. There 
seems to be an absence of a conclusive definition of it. Following are some scholars’ 
views on the meaning of quality. W. Edwards Deming points out that quality should 
be aimed at the needs of the consumer, present and future; Armand V. Feigenbaum 
proposes, “the total composite product and service characteristics of marketing, 
engineering, manufacture and maintenance through which the product and service in 
use will meet the expectation by the customer.” They clearly illustrate that the 
understanding of the word “quality” is different to different people.  
 
 As Joel Ross proposes quality should not be treated in an absolute way. It should 
also consider with customer requirements. Moreover, quality is not dominated by big 
business. Small business can also take the advantage in doing quality work since 
quality begins and ends with customers. It is usually linked with reliability. Quality is 
not a short-term establishment to meet the immediate customers’ needs. Instead it 
should be performed well continuously over a certain period of time to gain the trust 
from the customers and establish a strong base of loyal customers to ensure the 
income or profit of the company. In this regard, reliability is formed. Reliability 
cannot only have a strong base of customer, goodwill is also followed.  
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4.3 Definition of Total Quality Management (TQM) 
 TQM is a philosophy and practice of management, which aims to satisfy the 
customers by means of employee involvement, consistent leadership and continuous 
improvement. There are five metaphorical lenses for analyzing TQM (Morgan, 1986).  
 
 In addition, Besterfield et al. (1999) defines TQM as “ both a philosophy and a 
set of guiding principles that represent the foundation of a continuously improving 
organization. It is the application of quantitative methods and human resources to 
improve all the processes within an organization and exceed customer needs now and 
in the future.” The scope of the TQM activity, under Besterfield’s definition, is 
composed of principles, practices, tools and techniques. They are leadership, customer 
satisfaction, employee involvement, continuous improvement, and supplier 
partnership and performance measurements. 
 
There are two approaches to TQM (Kaleen, 2003):  
1. The hard approach emphasizes continuous improvement by the use of statistical 
methods. This approach is associated with early gurus’ work, its aim being to 
improve productivity and profits. 
2. The soft approach focuses on leadership, employee involvement and cultural 
change. The approach was popularized by the late wave of American gurus and its 
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aim is to create a strong organizational culture aligned to the demands of the 
customer 
 
One of the most accepted definitions of TQM, proposed by Hill (1991) 
incorporates both hard and soft elements; accordingly, TQM is a business discipline 
and philosophy of management which institutionalizes company-wide planned and 
continuous business improvement through employee participation and involvement 
with the purpose of satisfying the customers in the marketplace. According to most 
TQM approaches, top management commitment, continuous improvement through 
scientific knowledge and employee involvement constitute the three fundamental 
pillars of TQM.  
 
In recent decades, organizations have eagerly embraced the cause of quality in the 
belief that quality can offer new opportunities for competitive advantage.  
 
According to Abbott (1955), the quality and price are inextricably bound together 
in economic choice. When the quality of goods or services is better, the higher their 
price would be. At the same time, price is the amount of money customer willing to 
pay for in return for the products or services they want. Price is an indicator for 
supplier to decide whether the production is worthwhile or not. Although there is not a 
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definite cause-and- result relations between price and quality, a higher price means 
people are pleased to pay for the goods or services with a reasonable quality.  
 
 Quality is a central metaphor in most organizations embarked on TQM 
programmes. Other metaphors can be brought into play to explain what is needed to 
substantiate and embody quality. According to Coral (2003), the most recent approach 
of the British government towards the quality of local authority housing, is actually 
are similar to the public rental housing in Hong Kong. She pinpoints that in the past, 
the maintenance and repair services carried out by in-house or by local authority 
building services department were evaluated for the performance level so that those 
departments could improve their efficiency and effectiveness from public policy 
initiatives. In this case study, she adopts on Total Quality Management (TQM) 
approach to evaluate the result of the quality improvement.  
 
 The fourteen points suggested by Deming, which are the basis for transformation 
of industry for TQM. They can be universally applied, from small to large 
organizations, from service sectors to manufacturing sectors. They are the framework 
to formulate a management plan when experience in particular issues is absent. The 
fourteen points are as follows: 
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? Create constancy of purpose toward improvement of product and service.  
? Adopt the new philosophy 
? Cease dependence on mass inspection to achieve quality 
? Improve the system constantly 
? Barrier Removal  
? Provide a comfort working environment 
? Reduce barriers between working sections 
? Eliminate numerical goals 
? Eliminate working quotas 
? Modern supervision methods 
? Modern training methods 
? Institute education and re-training program 
? Awarding business, except price tag 
? Make sure every employee work to accomplish the transformation 
 
 The above fourteen points are translating theory into operational level. They can 
be treated as a set of guidelines for management level. By applying TQM, 
organizations may be more competitive in the market. 
 
TQM can be treated as a continuous, on-going process, integrated approach, and 
The Concept of Total Quality Management (TQM)  Chapter Four 
 43
dynamic of implementation. The implementation of TQM will improve the 
performance of the operation in the long term. This will, no doubt, to certain extent, 
enhance the efficiency and effectiveness of the organization provided. In Kaleen’s 
(2003) and Samuel Ho’s (1999) books, they give their similar but new interpretation 
on TQM. It is, provided as follows: 
Total (T):  Everyone in the company should contribute and get involve in 
continuous improvement of all products, services and activities. 
Quality (Q):  Products and services that continue to meet agreed customer 
requirements as they change because of competition and other 
influences.  
Management (M): TQM will not happen by accident. It is a managed process that 
involves people, systems, methods/ways of doing things and 
supporting tools and techniques. 
 
After the new version of TQM, Kaleen suggests nine principles: 
1. A clear vision of what it wants to be 
2. A strategic plan for getting there 
3. Shorter-term mission and goals 
4. Realistic business plans to meet the mission and goals 
5. Understanding and control of key processes 
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All the key processes needed to achieve the plans (not just manufacturing or 
service delivery but all the support processes as well) 
6. The capability to learn 
The organization needs a culture that encourages continuous improvement of its 
processes 
7. Excellent understanding of relationships with its suppliers and customers 
The needs of customers must be clearly, identified and reflected in the vision, 
strategies, goals, plans, etc. 
8. Employees who are informed 
9. Measurement systems 
 
It is clear that through TQM, every organization can have a better working 
platform and a more harmonious working environment. Ideally, relations between 
employees and employers and between employees and employees would be improved 
or even enhanced. The more proper planning of the working schedule and working 
sections can lower costs. The quality cost can be reduced, which is by doing right the 
first time, on time and every time. The risk of doing wrong would be reduced under a 
more comprehensive controlling system by upper level together with the self-monitor 
of employees, so that the outcome of work would be better and staff may perform in a 
better way under a closer monitor.  
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 TQM has been widely discussed in past decades. Although new and up-dated 
ideas have been emerging since the last century, in the eyes of upper level managers, 
the importance of TQM has not changed much. Clearly, the existence of the TQM 
idea does not equivalent to the public acceptance and the popularity is questionable. 
Only a few numbers of companies take this idea to improve their management service 
to their customers. Most companies just keep their status as usual. Even worse, from 
the Workforce Learning System (1993), it shows that even the top or strategic level 
managers do not understand completely what the TQM does and what it means. 
Owing to this constraint, the adoption of TQM in organizations is extremely little.   
 
4.4 Property Management Performance Measurement in Total Quality 
Management (TQM) Approach 
 Although the area of property management is not new, the constructs of 
performance measurement in property management are neither well-established nor 
standard across and even within academic disciplines. In the last decade, there has 
been growing criticism of traditional performance measures as too narrowly focused 
on financial measures. The reason is that conditions today are no longer the same as 
when traditional management control emerged. There are many various arguments. 
Criticisms on traditional management control, the need to represent non-financial 
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measures, a lack of prescription on how to implement the measures and a lack of 
strategic focus are the summarized difficulties (Amaratunga, 2003).  
 
 TQM is usually regarded as a kind of quality philosophy so people would cover 
all aspects of quality. It puts much effort on the significance of improvement cycle of 
quality. It is believed that the key point should be for an organization to select a 
reliable cycle and standardize on it. The cycle should be sensible and flexible but not 
completely prescriptive. Besides, it is essential for all the stakeholders of an 
organization to use a common language for quality improvement so that every party 
can understand, apply and monitor the cycle and the tools appropriately. 
 
 “Assessing services quality and its link with the value for money in a UK local 
housing authority’s housing repairs service using SERVQUAL approach” state by 
Donnelly and Shiu (1999) The UK local housing offices provide a wide range of 
services, including house repairs and maintenance, house letting advice, homelessness 
advice, property management and so on. Its functions are nearly the same as those of 
Housing Authority. The main aim of their study pays attention on the repair and 
maintenance aspect. They assess the quality of the service in a SERVQUAL approach 
and find out whether the tenants can get the value for money or not. The SERVQUAL 
is a widely used approach in assessing the service quality in other industries. Although 
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we cannot say TQM would be a better approach in measuring the service quality, 
TQM also concerns the areas that SERVQUAL does not.  
 
 In accordance to Croal (2003), property management in PRH in TQM should 
have goals, vision and commitment, these being:  
? To provide a service that meets customers needs rather prescribing them; 
? To put the customer first in terms of courtesy, reliability and efficiency; 
? To promote competitive excellence in terms of performance, quality, speed, 
flexibility, innovation and team work; 
? To promote the caring image of the public sector in terms of training and 
recruitment; and  
? To provide a fulfilling and secure working environment for all staff. 
 
  This set of specific recommendations for improving the quality of work is in 
relation to daily operation, team working and training. By following the suggestion, 
the standard of work might be improved given a proper monitoring system.  
 
 Up till now, there has not been a definite model of TQM to analyze property 
management especially for Hong Kong PRH. After reviewing those overseas articles 
and policies, a general idea TQM approach in property management has generated in 
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minds only. 
 
4.5 Chapter Summary 
 The concept of property management nowadays is very different compared 
with the past few decades. It has widely spread in different territories. Take Hong 
Kong as an example, many high -rise buildings of complex design use modern 
technology and innovative materials. If they are not managed properly, then what will 
happen? In the urban development in Hong Kong, property management is becoming 
more important so as to upkeep the buildings to a currently acceptable standard so that 
periodic renovation work should be done. New management style should be 
introduced to cope with this high demanding environment. The focus should be 
placed on customers in terms of economy, efficiency and effectiveness. 
 
 The Housing Managers Registration Ordinance was enacted to make sure 
the service provided by those managers is up to standard on 26th November 1999. By 
doing so, the quality standard is assured. As the education level of citizens is 
increasing, the demand on better living standard is also increasing at the same time. 
The Registration System does help to protect customers and give confidence to the 
general public. In addition, there are currently two housing institutes in Hong Kong to 
enhance and promote the standard of property management. The two institutes are the 
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Chartered Institute of Housing and the Hong Kong Institute of Housing. The 
establishment of them creates a professional image on property management issue and 
the quality of services can be assured by their supervision and monitoring. It is a great 
step to start the idea of mixing TQM with property management.  
 
 The professional property manager should also be competent in building 
maintenance and costing in order to upkeep the building properly maintained 
economically and effectively. With the help of Building Management Ordinance and 
the Deed of Mutual Covenant, the customers are well protected as there are clear 
statements showing the rights and obligations of the occupants. In the foreseeable 
future, the quality of property management services would be enhanced together with 
the support from those private management agencies. It is expected that the public can 
live in a comfortable, safe and peaceful environment 
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METHODOLOGY 
 
5.1 Introduction 
   After studying the background of the study, this chapter would discuss the 
method used in this dissertation. The aim of the research is to study the quality of 
public rental housing management between in-house team and private contractors in 
Hong Kong. This clearly cannot be identified through merely reviewing the literature. 
The literature review only provides some general ideas or concepts on those related 
matters.  
 
     The real estate industry has long relied on surveys as a key component of 
market research. They can be of tremendous benefit to evaluating the quality of 
services. So, in order to find out the required information to address our research 
question, questionnaire surveys need to be conducted.  
 
     The design of the questionnaire surveys and the method of analysis will be 
explained in this chapter. As it is the occupants who are the end-user of the services 
provided in the buildings, it is interesting and important to know whether they regard 
the current services provided are up to standard or not, in their perception whether 
they agree outsourcing is a good way to improve the services and what the relative 
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importance of different service providers are.  
 
5.2 Measurement of Quality 
 When the Housing Authority adopted quality-housing measures, the measuring 
system of its service standard for did not exist until 1990. Until now, there still have 
not been any relevant measures to monitor the service quality of its own property 
management. The establishment of ISO 9000 Certification Requirement and 
Performance Assessment Scoring System only marked the start of quality rating for 
building services in the PRH. There are guidelines for quality management system 
that companies can adopt.  
  
 On the other hand, in order to ensure the smooth running on outsourcing, it is 
necessary to monitor the contractors involved in the tendering process for the job of 
being a property management company to run the PRH, so the company needs to 
satisfy the basic requirements set by HD. Get the ISO 9000 certificate seems not a 
must for them, but the relevant experience is required. However, to a certain extent, 
the ISO 9000 provides a framework for the quality assessment. The recognition of the 
ISO scoring system helps to monitor the quality of work done by the contractors by a 
third party. The effectiveness of ISO certificate in local cases is widely acceptable, 
even in a worldwide sense. It seems great that there is a third party to help the HD to 
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supervise the work done by contractors. But is it adequate? The most important and 
immediate issue that HKHA should do is to set up its own system to supervise and 
evaluate the work under contracts regularly instead of relying on a standardized 
system. By doing so, the HKHA has already set up a so-called comprehensive 
registration procedures and a well-managed contractors list. For example, if a 
contractor wants to join the list, it needs to submit a registration form and relevant 
documents to the organization and waits for the result. The registration system is a 
brand new start to keep the standard of work in line with the proposed rationale. It 
still takes time to evaluate the system and also the outsourcing system. As the 
standard of work is ambiguous, there is a need to do a survey on evaluating the work 
quality done by both HD and private contractors. 
 
5.3 What the Questionnaire Measure 
 In the questionnaire, the tenants who are currently living in the public rental 
housing will become our sample in the survey. They will be asked about the daily 
property management of the estate, such as cleaning, security and maintenance. 
Moreover, the understanding of outsourcing and the degree of agreement in 
implementing outsourcing are also tested. The questionnaire would be constructed 
according to the criteria required by the Total Quality Management (TQM). The 
questionnaire will be divided into five main parts. Part one and part two will be 
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closed-ended questions with ranking; part three will be mainly close-ended questions 
but with options; part four is consisted of open questions with a basket of options; and 
there only a “yes/no” in part five. 
 
 The aim of part one is to know the general concept of tenants on outsourcing. In 
part 2, the tenants have to rate their perceptions on the service quality of the current 
services providers. They can express their own ideas on how to improve the quality of 
management in their living estate in the final part.  
 
Part one contains questions asking what the respondents perceive as outsourcing. 
This aim of this part was to find out what ideas on sourcing are perceived by the 
occupants in PRH in Hong Kong. It is because the tenants are not involved in 
formulating the strategies on housing issues. They are just taking the passive role in 
those housing matters. However, they are the ultimate customers of the services. It is 
necessary to study how far they know about the idea of outsourcing of PHR that they 
live in so that the survey can be continued to the following parts. In addition, the 
understanding of outsourcing would affect their attitude of perceiving the outsourcing.  
    
In part two of the questionnaire survey, its aim is to compare the general quality 
of property management carried out by HD and private contractors respectively after 
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outsourcing has taken place. This would give a general framework of the difference 
on service quality. In other words, this part helps to test whether one of the “ultimate 
goals” that motivates the implementation of outsourcing, which is providing better 
services and living environment, can be achieved or not. The tenants can rank the 
quality instead of just answering ‘yes/no’. It would provide a more unbiased or 
misleading answers.  
 
    The third part is composed of multiple-choice questions. It allows the 
interviewees to choose instead of making their own responses out of their limited 
experience and knowledge. The objective of this part is to get their general ideas of 
how better property management services can be obtained by picking the options 
among the provided, which are summarized from various literatures, in order to 
improve the service quality of property management in PRH, apart from the adoption 
of outsourcing.  
 
Part four is to gather interviewees’ opinions for supporting the outsourcing idea. 
It is provided for those who agree with outsourcing to state the reasons whereas those 
who do not agree, there is no need to force them to give their answers. 
 
The final part is only made up of one simple question. It can test whether the 
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interviewees know what scope of services they are enjoying and together with the 
publication level of the outsourcing. 
 
5.4 Issues Considered in the Design of Questionnaire 
5.4.1 The way questions are asked 
To provide options for all questions for analysis is simple, but it may cause bia. 
To enable the respondents express all their views in each question, a face-to-face 
survey is chosen. It can minimize the chances of respondents’ misunderstanding or 
misinterpretation of the questions. In addition, some questions provide space for 
respondents to fill in their own ideas instead of choosing their own within the limited 
options offered.  
 
5.4.2  Translation 
Translation is important here for the questionnaire will be in both English and 
Chinese. It is reasonable and necessary to use both English and Chinese for the 
respondents who are general public in Hong Kong may not know English. The issue 
is the quality of the translation. It must ensure that the Chinese version of the 
questionnaire agrees perfectly with the English version. 
 
Pilot study was carried out and the translation was amended further until we 
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found that there would be no problem of misunderstanding between the two versions. 
The reason why we did this instead of producing the English version first and then 
translated directly or the other way round is that we have no translating expertise. 
Direct translation may affect the clarification of the interview discourse and the 
accuracy. 
5.4.3  Rating system 
   The interviewees would be asked both open questions and close-ended questions 
in the section that investigating the perception of outsourcing of Hong Kong 
occupants. For each question, a scale of 0 to 5 was used to assess the perception of 
importance of outsourcing features and relative importance of different ideas. The use 
of a scale of 5 enables to have a more detailed comparison. 
 
5.5 Pilot Study 
   A pilot study was carried out when doing the design of the questionnaire. The aim 
of the pilot study is to ensure a source of data the study needs to have. The volunteers 
are those people who share similar characteristics to the target group who are standard 
occupants with no specialized knowledge in the idea of outsourcing. Moreover, they 
should come from different income groups and education levels. They can also make 
comments and offer suggestions by doing the questionnaire. The validation results 
from the survey are to modify the questionnaire and the instruments are revised using 
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the pilot-test results.  
 
5.6 Research Sample 
    The ultimate aim of choosing the sample is that we have no bias on the questions. 
The target respondents are the occupants of PRH in Hong Kong that means any 
standard occupant can be our respondent. However, in order to let the result more 
persuasive, instead of interviewing all occupants in PRH, it is needed to pick some 
estates that are managed by private contactors and HD with similar layout and 
facilities after outsourcing has taken place.3 In addition to the estate factor, the 
interviewees must come from different education levels and income groups, so that a 
broader view can be generated. Thus, on top of the mentioned factors several other 
factors must be taken into consideration in order to minimize the variations among the 
samples. They are estates which should share similar layout, number of population, 
size, location and year of construction. Although it is hard to find respondents are 
perfectly identical, it is necessary to keep the variations as few as possible. The 
number of respondents should be not less than 200. 
 
5.7 Design of the Questionnaire 
 The questionnaire is divided into four sections. Each section contains a series 
                                                 
3 Refer to Appendix for the List of Target Estates 
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of questions. The whole set of the questionnaire is attached in the appendix.4  
 
 Section one of the questionnaire asks the respondents for a general concept on 
outsourcing. The offered options are generated from literatures and the proposed ideas 
of implementing outsourcing in PRH by HKHA. The main aim of this part is to test 
how far the tenants agree with the scholars’ and policy makers’ ideas and concepts. 
Although the education level would distort the result, all tenants who are the ultimate 
customers of the services provided are justified to express their opinion on this issue. 
There is no need to separate their opinion from survey conducted from both estates. 
But when doing the interview, more elaboration should be done towards those elderly 
interviewees.  
 
    Section two of the questionnaire probes the level of satisfaction of the 
respondents towards the property management services in their residential 
developments. In order to study the quality of service in a more detailed and clearer 
way, the respondents are asked to rank the level of satisfaction in their buildings and 
estates. These available options are selected and proved to be significant ones from 
different literatures and the three most major factors in property management industry. 
From this result, it is easier to make comparison with the two services offered in PRH.  
 
                                                 
4 Refer to Appendix for the Questionnaire 
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Section three is to explore occupants’ perceptions on formulating a good 
property management services to fit their own needs. It is because outsourcing would 
only be one of the choices and it may not be a definite case. Section four is only for 
respondents who think outsourcing is the only way to provide a better property 
management service. 
 
    The results are useful for a better understanding of the perceptions of outsourcing 
perceived by occupants relative to those mentioned in the scholars’ papers and 
HKHA’s proposal. Moreover, the questionnaire can guide respondents to generate 
their own comments on the present services they enjoy now and on the essential 
elements of improving the quality of property management in their housing estates. 
The result and those useful implications of the questionnaire which will be discussed 
in next chapter. 
 
5.8 Data Collection 
 The data is collected via questionnaire survey. Those target estates include 
private contractors manage one and HD manage one. The reason for choosing the 
mentioned target estates is that by comparing the results, it is easier for them to tell 
the differences between the quality of in-house team and private contractors although 
the physical nature of them may be different. It is our study aim to evaluate the 
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quality of property management of both involved parties, which are private 
management agents and HD. The questionnaire would be done at different time slots 
within weeks. By doing so, different kinds of people can be interviewed and more 
different views and opinions can be obtained rather than concentrating on a certain 
group of people e.g. working class. 
 
5.9 Method of Analysis 
 After gathering the information from the questionnaire, the next step is to 
analyse the data. Hypothesis testing provides an objectives framework for making 
decisions using probabilistic methods, rather than relying on subjective impressions. 
Thus a test of hypothesis in the questionnaire part would try to make a uniform 
making criterion that is consistent for all readers. The responses of questions with 
scaling from 0-5 are analyzed collectively by Pearson Chi-Square Test. The main 
advantages for this test being used in the study is that it can show the significant level 
and the confidence level of the survey conducted. The test can also provide an 
objective comparison between two groups of sample. The result is expressed by a 
scale of 0 to 5 in the questionnaire. 
   
    For the third part of the questionnaire, the questions about the components 
attributing to forming good property management are asked. In this section, the result 
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would be analyzed in a separated group and a collective manner. Although they 
should have no difference in the perception of the elements attributing to a 
well-organized property management, the effect of the physical environment and the 
services the interviewees enjoy would affect their way of thinking. Thus, T-test would 
be used. It helps to generate the different significant levels among those options in 
different group of people. Since the sample size in this survey is around 200 persons 
only, the significant level might not be very obvious and the result of this part may not 
totally reflect the real situation. The testing of a statistical hypothesis is the 
application of an explicit ser of rules for deciding whether to accept the null 
hypothesis or to reject it in favor of the alternative hypothesis. In this part, the level of 
significance is 5%. 
 
 In each question, the distributions of the results will also be analyzed to see if 
there are any significant findings that may reject the rationale using outsourcing as an 
efficient way to enhance the quality services of property management. The research 
question is mainly addressed by the analysis of part one, two and three by the method 
described as above, the distributions of the results can reinforce the findings or they 
can give other implications which are may or may not be within the scope of the study 
but it is hoped that they can enrich the results of the study and give a clearer picture of 
the satisfaction level of the services offered by private contractors in the outsourcing 
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scheme. 
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Data Analysis 
Data Analysis of Questionnaire and Interviews 
 
6.1 Introduction 
 In the previous chapters and from those literature reviews, nearly most illustrate 
that private contractors or management agencies provide better services than HD and 
at the same time, they are more cost effective than HD in managing the PRH estates. 
It seems that there is no doubt that private contractors performs better than HD in the 
above two aspects. But it is questionable whether it is the true case or not owing to the 
view is generated from journals, articles and academic writings only.  
  
 On the other hand, under the framework of TQM, the understanding of the idea 
of outsourcing of tenants or occupants who are the end-users is also one of the 
concerns. In part one of the questionnaire, it investigates the understanding and 
agreement of them towards the outsourcing scheme in order to show that the 
promotion, the successfulness and the agreement of tenants towards the scheme. It is 
an important step to mark the success of the scheme. Under two different kinds of 
estates, the tenants may have different experience and knowledge on that particular 
issue.  
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 After knowing the tenants’ perceptions on outsourcing, in this part, it aims at 
assessing the performance of private contractors and the HD in quality perspective by 
comparing the quality of management provided by private contractors with that 
provided by HD to see whether the work done is in accordance to the ultimate ideas 
promoted by HKHA or not. This would be achieved by analyzing and comparing the 
result of part II of tenant’s survey.  
 
 Part III is the resulted from part II. The tenants must have some dissatisfaction so 
that they want to take particular actions to improve the services in property 
management aspect. In the study, it compares the difference between both kinds of 
PRH estates under different management groups. 
 
 The final part, part four, provides options for the interviewees to express how 
many of them agree on that policy and their views on outsourcing by picking up not 
alone the options provided, but also write down their own. 
 
 The analysis would be done on the basis of using Pearson Chi-Square Test and 
T-test formula constructed especially for the analysis purpose. The null hypothesis in 
part one would be both group of interviewees have a basic understanding on the 
objectives of outsourcing. On the other hand, the null hypothesis is that the quality of 
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work done by private contractors has no difference from the HD’s work in property 
management in PRH estates in part two. 
  
6.2 Questionnaire Analysis 
6.2.1 Part One: 
 Understanding of the scheme is one of the major steps that should be done in a 
high priority. That means apart from implementing the scheme smoothly, it is 
necessary that the reasons behind the implementation of the scheme should be 
promoted at the same time. The more people understand the scheme, the higher 
chance of success will be. In this section, the understanding of outsourcing is tested 
between two groups of sample. The understanding level of tenants used is based on 
the result generated from the survey. Tenants were asked to rank their understanding 
of the services, which are categorized in a 5-point scale, from ‘strongly agree’ to 
‘strongly disagree’. The null hypothesis (H0 = H1) in this case is that tenants living in 
those estates managed the HD (H0) by have no divergence in understanding the 
rationale of outsourcing with those in the private contractors (H1) managed estates. 
 
 Due to the survey is carried out in this manner in part one, except the first 
question, all the others have significant results. The result is shown in Table 6.1.  
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Table 6.1 The Pearson Chi-square Result of Part 1 
 Prob>ChiSq P-value H0 = H1? Rejected or Not?
Option 1 0.1365 0.0691535 H0 = H1 
Cannot be 
Rejected 
Option 2 <. 0001 9.63 E-08 H0 <H1 Rejected 
Option 3 <. 0001 2.07 E-09 H0 <H1 Rejected 
Option 4 <. 0001 1.03 E-08 H0 <H1 Rejected 
 
 
The null hypothesis is rejected because the P-value is so small.5In other words, 
statistically significant difference exists. The understanding of tenants in outsourcing 
does not follow the hypothesis. This means the tenants living in those private 
contractors managed estates might have a deeper understanding than those living in 
HD managed housing because they are currently enjoying the private contractors’ 
services. Furthermore, they might think outsourcing can provide a better living 
environment and efficient supporting services. And, at the same time, they share a 
stronger sense that ‘outsourcing is a way for HA to shift the management 
responsibility to the tenants’. In other words, they think even the HA outsourced the 
services, it should always take care of them instead of letting them bother the property 
management issue. Basically, they are the one who enjoy the outsourced services and 
they can really match the reality with the ideologies of outsourcing. Mr. Chan, one of 
the interviewees, and a former official on drafting the scheme, thinks that the HA has 
                                                 
5 See Appendix 6.1 
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stated its intention clearly that one of the main objectives of carrying out outsourcing 
is to shift the responsibility to the tenants because the scheme planners want the user 
to pay for the user his own. However, being the tenants of PRH, they have a 
perception deeply rooted in their minds are that they do not have to pay any except 
rent. They can still enjoy a good living environment and services provided. All the 
troubles would be handled by HD even HD clearly states that it has already 
outsourced the services. It is the general understanding in public. 
 
 For the one that have a significant result are options two, three and four. The null 
hypothesis is rejected. In the second option, better environment, in accordance with 
the ideas shared with the interviewees, is defined as a dangerous-free, clean, neatly, 
well-served and pleasant living place. For their expectation from the promoted 
outsourcing ideas, those who have not experienced the services living in HD managed 
housing have greater expectations towards this aspect.6 In order to test whether the 
living environment and supporting services are not as good as the theoretically 
indicated in this part, part two of the survey is carried out to do the backing up or 
testing on this result. 
  
 For option three, interviewees in HD housing think more positively. They think 
after outsourcing, supporting services would be better, such as cleaning and security. 
                                                 
6 See Appendix 6.2 
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However, there seems to be a gap between their own impression and the real picture. 
Take security service as an example, security guards and tenants meet most frequently 
are those security guards who look after the main door all day long. If those security 
guards have dedicated and sincere attitude towards their customers and duties, 
occupants may think the service is good owing to the frequent contact. But they 
would seldom think of the crime rate and the real quality of the guard. Thus, the 
analysis in part two should be carried out to test such an issue. 
 
 In option one, which the hypothesis is kept, in the percentage allocation, it 
indicates that tenants in HD estates and those in private managed PRH think of the 
ideas neutrally. They take a neutral role, as they are skeptical as if the public spending 
on managing their housing would be less even after outsourcing. They are in doubt 
although the HA has emphasized the merit of outsourcing which is spending less but 
provide same kind of service standard. On the other hand, recent news has exposed 
the HA is facing a budget deficit in the coming months. The success of cutting the 
spending on managing the PRH is in doubt. The comparison on the spending seems to 
be unavoidable and it will definitely play an important role in the evaluation. 
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6.2.2 Part Two: 
 Tenants’ satisfaction of management of the estate is critical to the management 
agents’ success, as tenants are direct users of the services provided. Tenants’ view can 
be treated as the most important index to reflect the level or standard of quality of the 
management services provided. And it is interesting to assess the quality difference 
between HD and private contractors. 
  
 After knowing that the tenants or occupants are thinking negatively in the private 
contractors services, it is still needed to compare the reality with the theory. The 
satisfaction level of tenants used is based on the result generated from the result of the 
questionnaire in part II. Tenants are asked to rank their satisfaction of the services, 
which are categorized in a 5-point scale, from ‘excellent’ to ‘very poor’. The results 
are summarized below: 
Table 6.2 Pearson Chi-Square Result in Part 2 
 Prob>ChiSq P-value H0 =H1? Rejected or Not?
Option 
1-Maintenance 
0.0014 0.00347 H0 >H1 Rejected 
Option 2- Cleansing 0.1168 0.057657 H0 =H1 
Cannot be 
Rejected 
Option 3- Security 0.2197 0.209789 H0 =H1 
Cannot be 
Rejected 
Option 4- 
Communication 
0.0001 0.000246 H0 >H1 Rejected 
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In the questionnaire the property management services simply divided into four 
aspects namely maintenance, cleansing, security and communication. The null 
hypothesis (H0 =H1) in this part would be that the quality of services provided by the 
HD (H0) is the same as the quality of services (H1) of the private contractors. 
 
For maintenance service and communication, which means option 1 and option 4, 
the results are significant, which P-value is less than 0.05 and the null hypothesis is 
rejected (H0 ?H1). In maintenance services, HD has a score mostly 3 and around 
34% even score 2. The percentage scored two in HD managed estates is nearly more 
than double of those in private managed one. More than 80% of tenants give the 
private contractors three points, but only more than 10% give 2 points.7 The result 
shows that the HD does better maintenance work than private contractors in general 
(H0 >H1). By comparing the result of two service providers, HD seems providing 
better services than private contractors. This result violates the rationale of 
outsourcing, which may be mainly due to the insecure in renewing the contract with 
private contractors. The rationale of outsourcing is to keep the services up to standard. 
It is needed to monitor and evaluate the services regularly, so to renew the contract 
with the contractor or not is highly depended on his service quality. Comparing with 
renewing the contract, the maintenance work is a rather long-term project. Owing to 
                                                 
7 See Appendix 6.3 
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the uncertainty of getting the contract, the contractors might not put many resources in 
this kind of long-term investment. That may be one of the reason that the interviewees 
think the private contractors do not do as well as HD.  
 
For communication, it means the notices issuing, and other contact methods 
between tenants and managing people. The null hypothesis is also rejected in the 
fourth question (H0 ?H1). In other words, HD can do better than private contractors 
do in this aspect. For example, when there is a sudden cut of water supply in the 
building, how long it takes to issue a notice and make the tenants know what is going 
on. Provided by the result, over 53 persons think the service offered by HD is good 
while there are only around 22 persons out of 105 in private contractors. The reason 
of a better services provided by the HD would be the closer the relations between 
government departments. The circulation of news would be more efficient. In addition, 
the staff of the HD might have more experience to deal with a sudden cut of water or 
electricity supply in PRHs than the private management agencies’ staff. All in all, HD 
does a better work in this aspect. 
 
For the other two services provided, cleaning and security, according to the result, 
private contractors does a better job than HD. The P-value is not significant enough to 
reject the null hypothesis (H0 =H1). Overall private contractors get a higher average 
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score than HD, but statistically, the HD has done a better job owing to a positive 
P-value obtained (H0 >H1). In reality, in these two cases, it has verified that the 
implementation of private management contractors into PRH estates has a positive 
response from tenants. In fact, since many years, the HD has been trying to outsource 
those cleansing and security services. The services providers in HD estates are all 
private contractors. The result of the survey shows that there is a difference in quality 
which may due to the different management approach towards contractors. Private 
contractors may have a closer supervision on those sub-contractors because their 
objective is profit maximization. In other words, they need to keep the services in a 
satisfactory level to retain the customers. So, the interviewees have the perceptions 
that private contractors are better than HD in those two aspects. 
 
To conclude, in part II of the questionnaire, the quality of services provided by 
both parties varies. They are good at different aspect of services. For example, the 
result shows that HD is better in providing maintenance while private contractors are 
good at offering cleansing and security services. Sometimes, private does better while 
sometimes HD does better. There is no dominant result. It is still clear that the null 
hypothesis that is private contractors offer better services is not the case always. Why 
does it happen? It will be further elaborated in the latter part in this chapter. 
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6.2.3 Part Three: 
 The concepts of tenants towards outsourcing are tested in part one and the 
quality of work is evaluated in part two. In this part, after knowing what the tenants 
think and what they really get, it is needed to let them express their view on what the 
crucial elements in forming a good property management services are so as to show 
their preference in managing their living places better. It is important to test that 
whether outsourcing is one of their options or not. It is because they are the future 
end-user and some may even being served right now. The difference in ideas from the 
scheme planners to users can also be shown. After that, analysis of the difference can 
be made. 
 
 The interviewees encounter different situations depending on the type of service 
providers, either the private contractors or HD. Therefore it is assumed that their 
requirement would inevitably be towards the elements of good property management 
have difference. In this part, the T-test would help to indicate the significant level of a 
particular choice that would be picked among the six options provided.8 By doing so, 
the preference of the tenants can be known, and then the opinion between tenants’ 
perspectives and outsourcing scheme promoters can be tested. However, different 
interviewed group has some significant differences in some options, which are 
                                                 
8 See Appendix 6.4 
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highlighted in the table below showing the result of Part III. One of the major point 
should be noticed is that due to the small number of interviewees which is only 
around 200 persons, the T-test results might be distorted and the significant level 
would be different if the sample size is larger. 
 
 
Table 6.3 Poisson and T-Test Results of Questionnaire Part 3 
 Option 1 Option 2 Option 3 Option 4 Option 5 Option 6 
 
Tenants 
Participation 
Good 
Communi
cation 
Channel
Tenants’ 
Investment
Outsourcing
Improve 
Staff 
Attitude 
Raise 
Tenants 
Awareness
PRH 
managed 
by HD 
68 41 31 29 87 67 
HD 
Ranking 
2 4 5 6 1 3 
PRH 
managed 
by Private 
Contractors 
70 73 33 21 43 51 
Private 
Contractors 
Ranking 
2 1 5 6 4 3 
Total No. 
of Persons 
out of 207 
 
138 
 
 
114 62 50 130 118 
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Difference 
in 
percentage 
(HD – 
Private) 
0% + 29.32% - 1.03% + 8.43 + 44.34% + 17.11%
Overall 
Ranking 
1 3 5 6 2 4 
T-test 
Result 
(P-value) 
 
0.5 0.053 0.4359 0.0782 
2.07135 
E-11 
0.00644 
Significant 
/ Not 
Significant 
Not 
Significant 
Not 
Significan
t 
Not 
Significant
Not 
Significant
Significant Significant
Poisson 
Result 
0.3423 0.3173 0.2269 0.1897 0.3351 0.3054 
 
  
 From the result, obviously, the same idea is shared between two groups of 
interviewees in option one, three, four and six, which are tenant participation, tenant 
investment, outsourcing and raise tenant awareness. The individual group ranking of 
those options are matched in both groups. However, another two option that are good 
communication channel and improve staff attitude have a significant divergence in the 
ranking. For the T-test result, only options five and six are significant. 
 
 Firstly, the great difference in option two and five should be discussed. Owing to 
the different environment the interviewees encounter, their needs and what they 
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demand are diverse. For option 2, the percentage difference between two groups is 
around 30%. As mentioned in the previous literature review, it states that maintaining 
good relations among different parties is important and which is also one of the duties 
that property manager should do. Communication includes notice issuing, regular 
meeting, and doing yearly evaluation. However, in accordance to the result in Part 2, 
the communication seems not adequate and it should be further improve. The overall 
percentage of it is 31.73% probability, which takes the third position. However, in the 
view of HD interviewees, it is the second importance issue to deal with in order to 
attain the level of good property management. The most persuasive reason is that 
under the influence of bureaucracy, communication is also regarded as a problem of 
the inefficiency of the government. The poorer the communication, the poorer the 
perception will be. Thus, interviewees want to have a more proper way to express 
their own views and know what the manager of the estate is doing and the future plan. 
It is no query tenants may think communication is important. On the other hand, the 
private contractors are emphasis on customer-focus approach, so in the eyes of private 
contractors interviewees, this issue is not very serious at all owing to the good 
services they are enjoying. 
 
 In point two, it states the importance of communication. To facilitate a better 
communication, the attitudes of both parties are very important. For this is a tenants’ 
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survey, it cannot be tested the attitude of the tenants. In addition, in reality, customers 
are ‘always’ right, so the role of improving communication quality and enhancing 
communication efficiency are the tasks taken up by the service providers. Therefore, 
it is predictable that tenants would pay emphasis on this option of improving staff 
attitude. They think their rental payment is part of the staff income and have the right 
to enjoy a quality services. Apart from the manner, the effectiveness and efficiency are 
also concerned, which are part of the staff attitude. However, according to the result, 
there is a significant divergence of two groups of interviewees. The percentage 
difference is larger than 45%. That means they pay attention on different aspect. As 
mentioned, the culture of civil servants is bureaucratic and their attitude is also poorer 
than the private one although there are some improvements in recent years. That’s 
why the HD interviewees think option five is the most important issue. In addition, 
under the effect of it, it is clearly shown that the overall percentage is 33.51% and 
more than 129 persons out of 207 thought of its importance. Option five takes the 
second place in the overall ranking.  
 
 Secondly, the other options share the same ranking in both groups of 
interviewees. For option 1, which is emphasis on tenants’ participation, in Hong Kong, 
most people are only concerning their own interests. It is not popular to offer their 
time or effort on public services. PRH are provided by government and in the tenants’ 
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minds the government should do everything for them. Their responsibility is paying 
rent solely. Although the HD encourages tenants to participate in managing the 
buildings, like forming the owners’ incorporation, the rate of participation is quite low 
and not popular. From the result, it shows that the probability of people from the 
groups of sample is only around 34.23%. Although the percentage is not high, but 
overall speaking, it is already the highest option among the six, totally 172 out of 207 
persons picked up this option. It suggests that under the current situation, more people 
are willing to participate in forming a better living environment. In other words, they 
might think the staff do not do as well as they expect according to the result from Part 
2. 
 
 Most tenants living PRH is low-income family, they may have financial problem 
and they are just able to pay their rent. Paying extra resources may heavier their 
burden and their willingness is much lower. Owing to these reasons, the result is only 
22.69%, 62 out of 207, and it takes the second last out of six options. In fact, the 
unpopularity of it is greatly depended on the education level, financial level, social 
norm and property rights. For property rights, the tenants only have the right to use 
the apartment, but they cannot sell or rent it to another party. The property right is 
limited. Secondly, the education level in most PRH is not high and their thought may 
not be comprehensive enough. The idea of property management and long term 
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investment are ambiguous in their minds. Next, the incomes of PRH tenants are 
relatively low and they may not be able to afford additional monetary contributions. 
The last one is social norm. Social norm imposes constraint in encouraging tenants’ 
investment as tenants have the idea of taking care of their own belongings, but not the 
public facilities. It can be clearly shown that the opportunities of damage and 
depreciation rate of public facilities are higher. As a result, the low probability should 
be forecasted. 
 
 Outsourcing is the scheme which was launched by the government few years ago. 
The understanding of it may not be very clear, even worse tenants might not notice 
there has been a change. Due to the inadequate knowledge of it, the rate of picking 
this option is relatively low, which is only 18.97% and 50 out of 207, and it take the 
last place out of the six. Although the HA has already done the pilot scheme before 
widely carrying out it, it is not achieving the goal that originally set in the proposal. 
People may lose confidence in outsourcing since there is not significant difference in 
the quality of services and they might think there is a better alternative. That means 
the unpopularity of this option is due to two reasons. First, quality does not match 
with tenants’ goals and expectations. Second, tenants have little knowledge on 
outsourcing and are unwilling to accept the new approach. The above has illustrated 
the first two reasons. The perception of outsourcing is the government would get rid 
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of the responsibility of handling the PRH issues. For tenants living in PRH, they think 
they should be served by the government and the latter should not shift the 
responsibility to the outsiders or tenants their own. These are the reasons for the small 
number of respondents picking this option. 
 
 Efficient property management services do not solely depend on property 
manager or operating staff. Tenants are also responsible. The interviewed tenants 
share the same opinion. After the testing, the percentage of it is 30.54%, and it is on 
the fourth position in the total ranking. It is a good sign already even there are about 
hundred of respondents having been chosen it. They start to think that they should 
know the actual situation more clearly and think the organization, both public and 
private, should deliver its information in a clearer way. If they find anything go wrong, 
they can criticize the fault and suggest some remedies. If the services go wrong, they 
would suffer. Raising their own awareness is one of the meaningful ways to protect 
their own interests. That explains the popularity of the respondents would better raise 
their awareness in managing the property instead of relying solely on the private 
management agencies and other third parties.  
 
 The divergence of some options in this part of survey can be explained by the 
different environment the interviewees encounter. Due to the poor staff attitude, the 
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HD tenants think the improvement of staff manner is the most important issue. 
Although Mr Chan defends that the staff are not as poor as tenants think, the reality 
does not match with his opinion. For good communication, in part two of the survey 
explains the reason already. It is not surprise that the remaining options have more or 
less the same percentage and ranking in both groups and overall result. 
 
6.2.4 Part 4 
 The interviewees should decide whether they agree with the idea of outsourcing. 
If the answer is positive, they have to give reasons from the list or provide their own. 
Since at the very beginning of this part, interviewees should decide choosing 
outsourcing or not. The total number of people giving an affirmative answer is only 
87 persons out of 207. The percentage of providing a positive answer is not high, 
which is around 42%, which is less than half. The distribution is quite even. This is no 
dominated option. The range of percentage varies from 23.3% to 36.3%. The highest 
one is option 3, which is “efficient use of government resources” and the lowest is 
option five, which is “better communication channel”. The result is generated as 
follows in Table 6.4.9 On the other hand, two groups of interviewees have two 
significant differences in option one and three which are more comfortable 
environment and efficient use of government resources. 
 
                                                 
9 See Appendix 6.5 for details 
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Table 6.4 Poisson and T-test Result of Questionnaire Part 4 
 
More 
Comfortable 
Environment 
Better 
Management
Efficient Use 
of 
Government 
Resources 
Crime 
Reduction
Better 
Communication
PRH 
managed by 
HD 
9 18 16 7 8 
HD Ranking 
3 
 
 
1 2 5 4 
PRH 
managed by 
Private 
Contractors 
44 41 58 30 20 
Private 
Contractors 
Ranking 
2 3 1 4 5 
Total No. of 
Persons out 
of 207 
53 59 74 37 28 
Ranking 3 2 1 4 5 
T-test Result 
(P-value) 
0.00397 0.038 0.0083 0.07925 0. 30643 
Significant/ 
Not 
Significant 
Significant 
Not 
Significant
Significant
Not 
Significant
Not Significant
Poisson 
Result 
0.33127329 0.34420028 0.36333946 0.27796014 0.23327373 
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 As it can be seen, the ranking between the different groups of people has no great 
difference. Most people think that outsourcing is encouraging a more efficient use of 
resources. They think the government may be able to spend less to obtain the same 
level of quality services in return in their perceptions. But in the real world, it might 
not be the case. Furthermore, different groups of interviewees do not share similar 
options towards option one and three. It is no doubt that they have that positive 
thinking owing to the quality services they observed from the private properties, but it 
may not be applicable in PRH. So, in order to achieve the goal of providing quality 
work, the crucial factor is how the HD controls the quality of work done by 
contractors. The mechanism, as stated by Mr. Chan, it is not comprehensive enough 
due to the short period of time of the implementation of outsourcing and he thinks the 
listing of contractors may work smoother and better in the near future subject to the 
sufficient manpower in maintaining and improving the list. Therefore, the 
management quality may not be as good as expected. It is necessary to think about 
what kinds of supervision should be taken now and in the future. 
 
 From the result, it can be easily observed that tenants share the view that through 
outsourcing the living environment may be more comfortable. The percentage is 
33.13% that is the third highest in the overall ranking. The out-look or the packaging 
of private services is much better than the public and the upper management of public 
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service providers may not as helpful as those private one. The impression of private 
parties has won this services comparison testing. Their positively thinking towards 
outsourcing will benefit the implementation of outsourcing. 
 
 For crime reduction and better communication channel, they do not expect so 
much from the idea of outsourcing. They share 27.79% and 23.33% respectively. The 
most persuasive reason is that security service has been outsourced for a long period 
of time and the tenants are enjoying the services right now and they do not encounter 
any difficulties and dissatisfaction. So, interviewees think that crime reduction may 
not be the benefit brought by outsourcing. On the other hand, the communication 
channel has been improving since the restructuring of the HA and HD. The mass 
layoff does not mean the remaining of most capable people in both organizations, but 
it ensures the remaining staff would, at least, change their attitude and think they are 
no longer superiors to the general public. “They are more pleased to communicate 
with the tenants than before,” said Mr. Chan. The communication channel has been 
improved and it is not a major concern anymore.  
  
6.3 Chapter Summary 
 This chapter evaluates various aspects on outsourcing effectiveness in different 
ways from general understanding, quality assessment, and element of contributing to 
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good property management to the reasons of carrying out outsourcing in tenants’ 
minds. The results provide a general framework on the idea of outsourcing under the 
mentioned approach. 
 
 The tenant’s survey result about their satisfaction is analysed generally, using the 
Pearson Chi-square Test. It states that if the P-value is smaller than 0.05, the null 
hypothesis will be rejected. In Part one of the survey provides that the ideas of 
implementing outsourcing provided by the scheme planners are not coherent with the 
tenants. It proposes that the education may not be too effective and the services may 
not be up to the standard claimed in some cases. Thus, the second part of the survey is 
carried out to prove the services may not be as good as the planner have thought. On 
the other hand, the reality tells the tenants that the public spending does not reduce in 
a large scale. So it is questionable that outsourcing should be launched or not. 
 
The analysis in part two shows that statistically, the performance of private 
contractors is not better than HD, like maintenance service and communication. As a 
result, the service quality of private contractors may not be as good as stated in theory 
and academic journals. The reason behind may be, as Mr. Chan, states the service 
quality may improve in the public sector due to the fierce competition between the 
private and public. Moreover, the imposition of a performance evaluation scheme in 
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the public sector also forces the civil servants do a better work. In this way, the quality 
gap between public and private may become narrower than before. 
 
 A conclusion can be drawn from the analysis in above four parts that 
performance of private contractors may not be as good as stated in quality perspective. 
Tenants may not think outsourcing positively after their estates are really outsourced 
while those are managed by HD still have fantasy on it. On the other hand, most 
interviewees think that outsourcing may not be the only way to achieve better and 
more cost effective property management services. They would like to choose 
alternatives namely tenants’ participation more to achieve better property management 
in their own buildings. Everyone has his own role in managing the living environment, 
such as government, property manager, and tenants. Generally speaking, it seems 
outsourcing is a kind of approach partnering all stakeholders in nature.
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Conclusion and Recommendations 
7.1  Introduction 
 Twenty –five years ago the term ‘property management’ was associated almost solely with 
PRH. Today, ‘management’ is regarded by the private sector property owner, whether corporate 
or individual, as an essential ingredient for preserving and enhancing the asset value of their 
homes. And the reputation of Hong Kong’s housing managers for quality services is gaining 
increasing recognition. Demand for higher quality and more sophisticated property management 
is on the rise in public and private sector alike and competition is increasing by the day.  
 
In this fast moving world, organizations need to keep pace with the new changes or else they 
may lose their competitiveness. At present, as mentioned, nearly half of the population is living 
in PRH. The quality of works done by PRH has also raised much concern right after those short 
piling events happened. Traditionally, there has been an idea that the quality, either building or 
services of PRH, is poorer than private property which is deeply rooted in public’s minds. After 
the reform of HKHA, it tries to improve the quality of PRH and reduce both non-monetary and 
monetary burden, so it introduced the idea of outsourcing property management services to solve 
the problem in the early 2000. That’s why people would pay attention on the improvement 
brought by outsourcing.  
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Total Quality Management (TQM), which is rather a new buzzword in many management 
philosophies, is gaining managers’ notices. It is totally integrated effort for gaining notice. 
Management ideas are also upgrading and updating. In other words, their ideas are ever changing. 
There is no perfect method to apply for all cases. It is found to be the formula of success for 
either manufacturing or services industry that improving every facet of organization culture. It is 
one of the major intentions to examine the present status of TQM implementation in HKHA and 
contractors organizations in Hong Kong.  
 
7.2  Conclusion about the hypothesis 
Literature review shows project leaser is a critical factor on service quality. Project leader 
assessment system is argued to be able to lead to selection of competent leaders for consultancies 
and was hypothesized to have a positive relationship. 
 
The evaluation must be based on the strategic objective of outsourcing, which is to ensure the 
most efficient and effective use of resources. The evaluation outcome would then meet the 
expectation of all key stakeholders from the outsourcing change their position. Most importantly, 
property management services should benefit the consumers. In this case, the consumers should 
be the tenants and society as a whole by ensuring the best use of resources. The strategic 
evaluation should be objective in another way round.  
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This study aims to review the successfulness of the outsourcing scheme and evaluate the 
performance of the private contractors based on several criteria. Under the idea of TQM, the 
culture, understanding of stakeholders and quality of work should be notified. The above aims 
are achieved by evaluating and comparing their management practices and quality perspectives 
by conducting a survey while the remaining would be explained by the opinion from interview 
and the case study. The result of this study has indicated that outsourcing scheme is justified and 
rational to a certain extent.  
 
The result of the tenant survey also shows that the private contractors might not be better 
than the HD in some property management aspects. But, on the other hand, the outsourcing 
scheme actually might not meet the HA’s objectives and policies. However, other government 
departments do not recognize the position of private contractors in the PRH estates and there is 
not enough delegation of power to those private contractors by HD. 
 
 The understanding of the idea of outsourcing is very limited among tenants. According to 
the survey result, they only consider outsourcing is a way or method to achieve a better services 
provided. They simply do not know the rationale behind the implementation of the scheme as 
they show that they have little awareness towards the other three options in the questionnaire.  
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For qualitative analysis, results of the tenant’s survey reviews show that it is doubtful that 
whether private contractors are more effective than the HD is in doubt. However, the cost gap 
between the private sector and the public sector will become larger and larger in the future 
because of improvement and competition in the private sector. 
 
The analysis in quality perspective shows that the performance of private contractors is not 
more satisfactory than the HD as the responds from tenants in the private contractors managed 
estates show there is more or less the same level of satisfaction in the survey. This implies that 
the services provided by private sector might not be as good as the planners think. Furthermore, 
the tenants’ survey result shows that the private contractor management teams do not always 
have higher levels of service satisfaction than the HD management teams. It may reject the 
rationale of implementing outsourcing in PRH estates. 
 
To conclude, as the performance of the private contractors in the management of PRH estates 
are not as satisfactory as people think whereas cost effective would be one of the major 
considerations. In this way, the cost implication suggests that whether the outsourcing scheme to 
be implemented in all PRH estates or not in the near future should need more feasibility study. 
However, as Mr. Chan claims that HA has already implemented the plan. The only way is to 
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support the scheme instead of taking it back. Thus, some foreseeable problems in the future 
implementation process need to be taken into account. Stability of society is important. It is 
necessary to try to minimize over reaction. “Outsourcing is unavoidable, but it cannot be 
implemented too fast. A slower pace should be adopted to prevent the rapid rise of 
dissatisfaction,” Mr. Chan said.  
 
7.3  Conclusion of the research problem 
There are a number of implications from the research findings. The followings are 
recommended for implementing the project of outsourcing. 
 
The evaluation must be based on the strategic objective of outsourcing, which is to ensure the 
most efficient and effective uses of resources. The evaluation outcome would then meet the 
expectations of all key stakeholders, namely HKHA, HD, tenants and IO from the changes. Most 
importantly, outsourcing, theoretically, would benefit the consumers and society as a whole by 
ensuring the best use of resources.  
 
The outsourcing scheme is just like other scheme or programme. Internal and external factors 
should affect the feasibility of carrying out the scheme. Under the pressure of gloomy economic 
situation, it provides a good foundation and chance to carry out outsourcing ideas. It is because 
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the cost of hiring people to work must be relatively lower than the broom economic time. It will 
be definitely helpful although it is not a crucial factor. During the year, customers’ rights and 
responsibilities are recognized. At the estate level improvements are being made. Staff now treat 
customers well to ensure they get the service they need as quick as possible and as good as 
possible and assist the customers with their greatest effort so that the difference between the 
services provided by HD does not have much difference with the private contractors. Quite apart 
from the immediate improvements, the longer-term objective is to prepare to all staff for the 
future. Unfortunately, the laying off plan is in progress. The morale of staff is greatly affected 
and their workload is much heavier than before. The quality of work may be lower than expected 
and planned. It should be noticed that the morale of staff would influence the quality of service. 
Many private companies take good care of staff morale, e.g. Virgin Airlines. If outsourcing is 
implementing, it is still necessary to maintain the work done by HD by a closer watch on staff 
emotional problem which is affected by the internal problems and scheme. 
 
All business and branches of the department now have key performance indicators internally, 
and service time and quality pledges externally. For internal factor, the restructuring of HA under 
the atmosphere of keeping fit progress in the various government departments, it is unavoidable 
to use the idea of outsourcing in providing property management services in PRH. By referring 
to the other cases of foreign countries, outsourcing seems to be one of the best methods to solve 
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the problem. Hong Kong is good at copying others’ success, for example, the education system 
and the development of cyberport. The implementation of outsourcing would be inevitably the 
only choice up to this stage.  
 
7.4  Recommendations 
The gaining importance in Incorporated Owners (IO) around these years, to a certain extent, 
is due to the widening of levels of staff involved and the increase of spent on meetings, 
discussions, appraisals, reviews, training and education, etc. The help or the formation of IO 
would lessen the workload of the managing staff. In other words, tenants’ participation would 
benefit both parties. For tenants, they can have their own channel to express their view, at the 
same time; either private contractors or HD would have less work burden in managing the PRH.  
 
The communication between tenants and property mangers is very important. The more 
accurate or the faster the information spread, the better the living environment and services can 
be achieved. In the new era of e-management, every household has a computer. The 
communication barrier has been narrowed down whereas all the information can be obtained in a 
few minutes via Internet. The service provided to the customers has thus to be speeded up in 
order to accommodate the customer needs. The government as well as all the private contractors 
should educate their staff to cope with the radical changes in property management business. The 
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new concept of TQM in this electronic era should include customer satisfaction, continuous 
improvement and review, value-added service, quality assurance and facility management.  
 
7.5  Limitations of this study 
It is difficult to develop a quantitative method in evaluating the quality of property 
management. The use of subjective data is unavoidable. Subjective data are all opinions, 
comments and recommendations of either service providers or customers. The education level, 
experience and knowledge are varied among different persons. Although the questionnaire and 
interview are tried to be done in a more objective ways by using t-test and other statistical 
methods, some subjective ideas may still remain. The study may be limited to the opinion from 
the sample.  
 
On the other hand, the sample base is not large enough which only has about 200 people 
involved. The result may be more persuasive if the sample size is larger.  
 
7.6  Areas for further research 
This paper only concentrates on the quality management of PRH in Hong Kong in 
comparison of in-house and private contractors. There have been many researches on studying 
the quality of PRH. But assessment on the private residential buildings is not yet done. After the 
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introduction of IO in both private and public buildings, the study of quality management in them 
can be further investigated.  
 
Other cities, like Singapore, share similar situations to Hong Kong. They also have their own 
housing problems and their own management methods. It may be possible to compare their cases 
with Hong Kong to see which solutions are more feasible and more effective at all. It would be 
no doubt that is quite controversial. 
 
On the other hand, another quasi government organization in Hong Kong is Housing 
Authority, which takes the similar role as the HKHA does, but their service quality is quite 
different. It is feasible to study their service quality in both construction and property 
management aspects. Researches can be done on the suggested topics. 
 
To improve environmental hygiene in public housing estates, the Housing Department (HD) 
has started to implement the Marking Scheme for Tenancy Enforcement in PRH and IH since 1 
August 2003. This scheme has stirred up many fierce discussions between different parties. It is 
said the Scheme is designed to promote personal and environmental hygiene in public housing 
estates. The main purpose is to assist tenants in rectifying bad habits that jeopardize personal and 
public hygiene. The ultimate goal is to build up a sustained healthy living environment. It is 
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worth investigating the scheme in the future to evaluate the actual use of it whether the 
objectives of the Scheme fulfilled or not.  
 
The housing and property management policies are always changing. It is necessary to keep 
ourselves in track of society. The studies on public housing issues would definitely benefit both 
readers and researchers. 
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Appendix 6.1 
????????????? 
Property Management and Services Quality Survey 
 
????: 
 ?????????????????????????????????????
???????? ??? ???????????????????????????
???????????????? 
Dear Tenant, 
 I am a Year 3 student of Department of Real Estate and Construction at University of Hong 
Kong. I am doing a survey about the property management quality of public rental housing. 
Please share your opinion and comments with us by completing the following questions. Our 
success is all dependent on your kindest help. It will take you only a few minutes and we assure 
you that your comment is to be kept confidential. 
  
Understanding of Outsourcing 
 ???????????? 
  
1. To what extent do you agree to the following objectives of outsourcing? 
    ??????????????? 
 
a. Government can spend less on managing public housing  (????????  ????
????) 
 
? Strongly Agree ???? 
? Agree ?? 
? Neutral ?? 
? Disagree ??? 
? Strongly Disagree????? 
 
b. Better Living Environment(???????) 
 
? Strongly Agree ???? 
? Agree ?? 
? Neutral ?? 
? Disagree ??? 
? Strongly Disagree????? 
 
c. Efficient Supporting Services, e.g. cleansing (???????, ????) 
 
? Strongly Agree ???? 
? Agree ?? 
? Neutral ?? 
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? Disagree ??? 
? Strongly Disagree????? 
 
d. Outsourcing is a way for Housing Authority to shift the management responsibility to the 
tenants. (?????????????????) 
 
? Strongly Agree ???? 
? Agree ?? 
? Neutral ?? 
? Disagree ??? 
? Strongly Disagree????? 
 
2. Are you satisfied with the current property management services of the estate, which you 
live?   
??????????????? 
 
a. Maintenance Service ???? e.g. Public Ventilation System 
 
? Excellent ???? 
? Good ?? 
? Fair ?? 
? Poor ??? 
? Very Poor ????? 
 
b. Cleaning Service???? e.g. Cleanness of Public Areas (e.g ????) 
 
? Excellent ???? 
? Good ?? 
? Fair ?? 
? Poor ??? 
? Very Poor ????? 
 
c. Security Service ???? e.g. Manner of Officers (e.g. ???????) 
 
? Excellent ???? 
? Good ?? 
? Fair ?? 
? Poor ??? 
? Very Poor ????? 
 
d. Communication???? e.g. Notices Issuing (e.g. ????) 
 
? Excellent ???? 
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? Good ?? 
? Fair ?? 
? Poor ??? 
? Very Poor ????? 
 
3. Which of the following do you think is an element of good property management? (???
????????????????) ?  
(can choose more than one??????)   
 
a. Tenants participation (?????) 
b. Good communication channel (????????) 
c. Tenants’ investment (???????????:??) 
d. Outsourcing  (??????) 
e. Improve staff attitude???????? 
f. Raised tenants awareness(?????????) 
 
4. Do you think outsourcing is a good measure? 
?????????????????? 
 
YES? ? NO ? ? 
 
4.1 If yes, why do you think so? (can choose more than one) 
?????????(??????) 
 
i. More Comfortable environment (???????) 
ii. Better Management (????????) 
iii. Efficient use of government resources (?????????) 
iv. Crime reduction (????????) 
v. Better communication channel (?????????) 
vi. Others, please specify: _________________________________________ 
(??, ???: ______________________________________________) 
 
The End 
Thanks for your comment 
??? 
???????? 
  105
Appendix: 6.2 
Contingency Analysis of Part 1 Q.1 By Group 
Mosaic Plot 
Q
1
0.00
0.25
0.50
0.75
1.00
A B
Group
2
3
 
Contingency Table 
 
Row % 2 3 
HD 73.33 26.67 
Private 63.73 36.27 
 
Tests 
Source DF -LogLike RSquare (U)
Model 1 1.11099 0.0086 
Error 205 127.69918  
C. Total 206 128.81018  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 2.222 0.1361 
Pearson 2.217 0.1365 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 0.9495 Prob(Q1=3) is greater for Group=A than B 
Right 0.0902 Prob(Q1=3) is greater for Group=B than A 
2-Tail 0.1775 Prob(Q1=3) is different across Group 
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Appendix 6.2 (Cont’d) 
Contingency Analysis of Part 1 Q.2 By Group 
Mosaic Plot 
Q
2
0.00
0.25
0.50
0.75
1.00
A B
Group
2
3
4
 
Contingency Table 
 
Row % 2 3 4 
HD 31.43 68.57 0.00 
Private 18.63 49.02 32.35 
 
Tests 
Source DF -LogLike RSquare (U)
Model 2 26.75469 0.1359 
Error 203 170.17811  
C. Total 205 196.93280  
N 207   
 
Test ChiSquare Prob>ChiSq
Likelihood 
Ratio 
53.509 <.0001 
Pearson 40.702 <.0001 
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Appendix 6.2 (Cont’d) 
Contingency Analysis of Part 1 Q.3 By Group 
Mosaic Plot 
Q
3
0.00
0.25
0.50
0.75
1.00
A B
Group
2
3
4
 
Contingency Table 
 
Row % 2 3 4 
HD 81.90 18.10 0.00 
Private 44.12 50.98 4.90 
 
Tests 
Source DF -LogLike RSquare 
(U) 
Model 2 17.94130 0.1161 
Error 203 136.58318  
C. Total 205 154.52448  
N 207   
 
Test ChiSquare Prob>ChiSq
Likelihood 
Ratio 
35.883 <.0001 
Pearson 33.134 <.0001 
 
Warning: 20% of cells have expected count less than 5, ChiSquare suspect 
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Appendix 6.2 (Cont’d) 
Contingency Analysis of Part 1 Q.4 By Group 
Mosaic Plot 
Q
4
0.00
0.25
0.50
0.75
1.00
A B
Group
1
2
3
4
 
Contingency Table 
 
Row % 1 2 3 4  
HD 2.86 74.29 22.86 0.00  
Private 1.96 38.24 50.00 9.80  
      
Tests 
Source DF -LogLike RSquare (U)
Model 3 18.60730 0.0970 
Error 201 173.20649  
C. Total 204 191.81379  
N 207   
 
Test ChiSquare Prob>ChiSq
Likelihood 
Ratio 
37.215 <.0001 
Pearson 32.883 <.0001 
 
Warning: 20% of cells have expected count less than 5, ChiSquare suspect 
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Appendix 6.3  
Contingency Analysis of PART2  
Mosaic Plot 
P
A
R
T2
 Q
5
0.00
0.25
0.50
0.75
1.00
A B
Group
2
3
4
 
Contingency Table 
 
Row % 2 3 4  
HD 34.29 60.95 4.76  
Private 13.73 83.33 2.94  
     
 
Tests 
Source DF -LogLike RSquare (U)
Model 2 6.72543 0.0460 
Error 203 139.32268  
C. Total 205 146.04811  
N 207   
 
Test ChiSquare Prob>ChiSq
Likelihood 
Ratio 
13.451 0.0012 
Pearson 13.099 0.0014 
 
Warning: 20% of cells have expected count less than 5, ChiSquare suspect 
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Appendix 6.3 (Cont’d) 
Contingency Analysis of Part 2 Q1.2 By Group 
Mosaic Plot 
Q
6
0.00
0.25
0.50
0.75
1.00
A B
Group
2
3
4
 
Contingency Table 
 
Row % 2 3 4  
HD 49.52 47.62 2.86  
Private 35.29 60.78 3.92  
     
 
Tests 
Source DF -LogLike RSquare (U) 
Model 2 2.15669 0.0129 
Error 203 165.61721  
C. Total 205 167.77391  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 4.313 0.1157 
Pearson 4.295 0.1168 
 
Warning: 20% of cells have expected count less than 5, ChiSquare suspect 
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Appendix 6.3 (Cont’d) 
Contingency Analysis of Part 2 Q.1.3 By Group 
Mosaic Plot 
Q
7
0.00
0.25
0.50
0.75
1.00
A B
Group
2
3
4
5
 
Contingency Table 
 
Row % 2 3 4 5  
HD 41.90 52.38 3.81 1.90  
Private 43.14 43.14 9.80 3.92  
      
 
Tests 
Source DF -LogLike RSquare (U) 
Model 3 2.25872 0.0109 
Error 201 204.99421  
C. Total 204 207.25293  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 4.517 0.2107 
Pearson 4.418 0.2197 
 
Warning: 20% of cells have expected count less than 5, ChiSquare suspect 
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Appendix 6.3 (Cont’d) 
Contingency Analysis of Part 2 Q.1.4 By Group 
Mosaic Plot 
Q
8
0.00
0.25
0.50
0.75
1.00
A B
Group
2
3
45
 
Contingency Table 
 
Row % 2 3 4 5 
HD 50.48 44.76 3.81 0.95 
Private 21.57 73.53 4.90 0.00 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 3 10.57185 0.0607 
Error 201 163.62375  
C. Total 204 174.19559  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 21.144 <.0001 
Pearson 20.311 0.0001 
 
Warning: 20% of cells have expected count less than 5, ChiSquare suspect 
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Appendix 6.4 
Contingency Analysis of Part 3 Q.1.1 By Group 
Mosaic Plot 
Q
9.
1
0.00
0.25
0.50
0.75
1.00
A B
Group
0
1
 
Contingency Table 
 
Row % 0 1 
HD 37.14 62.86 
Private 40.20 59.80 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 1 0.10171 0.0007 
Error 205 137.99719  
C. Total 206 138.09890  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 0.203 0.6520 
Pearson 0.203 0.6520 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 0.3789 Prob(Q9.1=1) is greater for Group=A than B 
Right 0.7236 Prob(Q9.1=1) is greater for Group=B than A 
2-Tail 0.6708 Prob(Q9.1=1) is different across Group 
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Appendix 6.4 (Cont’d) 
Contingency Analysis of Part 3 Q.1.2 By Group 
Mosaic Plot 
Q
9.
2
0.00
0.25
0.50
0.75
1.00
A B
Group
0
1
 
Contingency Table 
 
Row % 0 1 
HD 41.90 58.10 
Private 41.18 58.82 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 1 0.00565 0.0000 
Error 205 140.50262  
C. Total 206 140.50827  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 0.011 0.9153 
Pearson 0.011 0.9153 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 0.5976 Prob(Q9.2=1) is greater for Group=A than B 
Right 0.5139 Prob(Q9.2=1) is greater for Group=B than A 
2-Tail 1.0000 Prob(Q9.2=1) is different across Group 
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Appendix 6.4 (Cont’d) 
Contingency Analysis of Part 3 Q.1.3 By Group 
Mosaic Plot 
Q
9.
3
0.00
0.25
0.50
0.75
1.00
A B
Group
0
1
 
Contingency Table 
 
Row % 0 1 
HD 70.48 29.52 
Private 85.29 14.71 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 1 3.34530 0.0305 
Error 205 106.30388  
C. Total 206 109.64918  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 6.691 0.0097 
Pearson 6.573 0.0104 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 0.0079 Prob(Q9.3=1) is greater for Group=A than B 
Right 0.9971 Prob(Q9.3=1) is greater for Group=B than A 
2-Tail 0.0121 Prob(Q9.3=1) is different across Group 
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Appendix 6.4 (Cont’d) 
Contingency Analysis of Part 3 Q.1.4 By Group 
Mosaic Plot 
Q
9.
4
0.00
0.25
0.50
0.75
1.00
A B
Group
0
1
 
Contingency Table 
 
Row % 0 1 
HD 80.00 20.00 
Private 68.63 31.37 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 1 1.76535 0.0150 
Error 205 115.99127  
C. Total 206 117.75662  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 3.531 0.0602 
Pearson 3.513 0.0609 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 0.9792 Prob(Q9.4=1) is greater for Group=A than B 
Right 0.0430 Prob(Q9.4=1) is greater for Group=B than A 
2-Tail 0.0794 Prob(Q9.4=1) is different across Group 
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Appendix 6.4 (Cont’d) 
Contingency Analysis of Part 3 Q.1.5 By Group 
Mosaic Plot 
Q
9.
5
0.00
0.25
0.50
0.75
1.00
A B
Group
0
1
 
Contingency Table 
 
Row % 0 1 
HD 48.57 51.43 
Private 42.16 57.84 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 1 0.42975 0.0030 
Error 205 142.17850  
C. Total 206 142.60826  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 0.860 0.3539 
Pearson 0.859 0.3541 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 0.8569 Prob(Q9.5=1) is greater for Group=A than B 
Right 0.2157 Prob(Q9.5=1) is greater for Group=B than A 
2-Tail 0.4029 Prob(Q9.5=1) is different across Group 
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Appendix 6.4 (Cont’d) 
Contingency Analysis of Part 3 Q.1.6 By Group 
Mosaic Plot 
Q
9.
6
0.00
0.25
0.50
0.75
1.00
A B
Group
0
1
 
Contingency Table 
 
Row % 0 1 
HD 42.86 57.14 
Private 47.06 52.94 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 1 0.18462 0.0013 
Error 205 142.22979  
C. Total 206 142.41441  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 0.369 0.5434 
Pearson 0.369 0.5435 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 0.3200 Prob(Q9.6=1) is greater for Group=A than B
Right 0.7725 Prob(Q9.6=1) is greater for Group=B than A
2-Tail 0.5779 Prob(Q9.6=1) is different across Group 
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Appendix 6.5 
Contingency Analysis of Part Four Q.1 By Group 
Mosaic Plot 
Q
10
 2
0.00
0.25
0.50
0.75
1.00
A B
Group
N
Y
 
Contingency Table 
 
Row % N Y 
HD 79.05 20.95 
Private 36.27 63.73 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 1 20.13255 0.1429 
Error 205 120.70722  
C. Total 206 140.83977  
N 207   
 
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 40.265 <.0001 
Pearson 38.851 <.0001 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 1.0000 Prob(Q10 2=Y) is greater for Group=A than B
Right <.0001 Prob(Q10 2=Y) is greater for Group=B than A
2-Tail <.0001 Prob(Q10 2=Y) is different across Group 
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Appendix 6.5 (Cont’d) 
Contingency Analysis of Part4 Q2.1 By Group 
Mosaic Plot 
Q
11
.1
0.00
0.25
0.50
0.75
1.00
A B
Group
0
1
 
Contingency Table 
 
Row % 0 1 
HD 91.43 8.57 
Private 56.86 43.14 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 1 17.30604 0.1470 
Error 205 100.45058  
C. Total 206 117.75662  
N 207   
 
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 34.612 <.0001 
Pearson 32.453 <.0001 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 1.0000 Prob(Q11.1=1) is greater for Group=A than B 
Right <.0001 Prob(Q11.1=1) is greater for Group=B than A 
2-Tail <.0001 Prob(Q11.1=1) is different across Group 
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Appendix 6.5 (Cont’d) 
Contingency Analysis of Part 4 Q.2.2 By Group 
Mosaic Plot 
Q
11
.2
0.00
0.25
0.50
0.75
1.00
A B
Group
0
1
 
Contingency Table 
 
Row % 0 1 
A 82.86 17.14 
B 59.80 40.20 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 1 6.87806 0.0556 
Error 205 116.83261  
C. Total 206 123.71066  
N 207   
 
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 13.756 0.0002 
Pearson 13.493 0.0002 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 0.9999 Prob(Q11.2=1) is greater for Group=A than B
Right 0.0002 Prob(Q11.2=1) is greater for Group=B than A
2-Tail 0.0004 Prob(Q11.2=1) is different across Group 
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Appendix 6.5 (Cont’d) 
Contingency Analysis of Part 4 Q.2.3 By Group 
Mosaic Plot 
Q
11
.3
0.00
0.25
0.50
0.75
1.00
A B
Group
0
1
 
Contingency Table 
 
Row % 0 1 
HD 84.76 15.24 
Private 43.14 56.86 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 1 20.40257 0.1512 
Error 205 114.55297  
C. Total 206 134.95554  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 40.805 <.0001 
Pearson 39.028 <.0001 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 1.0000 Prob(Q11.3=1) is greater for Group=A than B 
Right <.0001 Prob(Q11.3=1) is greater for Group=B than A 
2-Tail <.0001 Prob(Q11.3=1) is different across Group 
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Appendix 6.5 (Cont’d) 
Contingency Analysis of Part 4 Q.2.4 By Group 
Mosaic Plot 
Q
11
.4
0.00
0.25
0.50
0.75
1.00
A B
Group
0
1
 
Contingency Table 
 
Row % 0 1 
HD 93.33 6.67 
Private 70.59 29.41 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 1 9.674095 0.0995 
Error 205 87.508998  
C. Total 206 97.183093  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 19.348 <.0001 
Pearson 18.234 <.0001 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 1.0000 Prob(Q11.4=1) is greater for Group=A than B 
Right <.0001 Prob(Q11.4=1) is greater for Group=B than A 
2-Tail <.0001 Prob(Q11.4=1) is different across Group 
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Appendix 6.5 (Cont’d) 
Contingency Analysis of Part 4 Q.2.5 By Group 
Mosaic Plot 
Q
11
.5
0.00
0.25
0.50
0.75
1.00
A B
Group
0
1
 
Contingency Table 
 
Row % 0 1 
HD 92.38 7.62 
Private 80.39 19.61 
 
Tests 
Source DF -LogLike RSquare (U) 
Model 1 3.264062 0.0398 
Error 205 78.764943  
C. Total 206 82.029005  
N 207   
 
Test ChiSquare Prob>ChiSq 
Likelihood Ratio 6.528 0.0106 
Pearson 6.358 0.0117 
Fisher's Exact Test Prob Alternative Hypothesis 
Left 0.9971 Prob(Q11.5=1) is greater for Group=A than B 
Right 0.0097 Prob(Q11.5=1) is greater for Group=B than A 
2-Tail 0.0144 Prob(Q11.5=1) is different across Group 
 
 
